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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh harga dan kualitas 

pelayanan terhadap loyalitas konsumen dengan kepuasan konsumen sebagai 

variabel intervening. Populasi dalam penelitian ini adalah konsumen yang pernah 

membeli di Mazio Coffee & Bistro di Pati yang tidak diketahui jumlahnya secara 

pasti. Jumlah sampel yaitu 100 responden dengan teknik nonprobalility sampling, 

yaitu purposive sampling dengan kriteria berumur 17 tahun yang pernah membeli 

minimal 3 kali. Pengumpulan data penelitian ini menggunakan kuesioner dengan 

menggunakan analisis data SEM AMOS. Hasil penelitian ini menunjukkan bahwa 

harga berpengaruh positif dan signifikan terhadap loyalitas konsumen, kualitas 

pelayanan tidak berpengaruh terhadap loyalitas konsumen, harga berpengaruh 

positif dan tidak signifikan terhadap kepuasan konsumen, kualitas pelayanan tidak 

berpengaruh terhadap kepuasan konsumen, kepuasan konsumen berpengaruh 

positif dan signifikan terhadap loyalitas konsumen.  

 

Kata kunci : harga, kualitas pelayanan, loyalitas konsumen, kepuasan konsumen. 
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ABSTRACT 

This research aims to analyze the influence of price and service quality on 

consumer loyalty with consumer satisfaction as an intervening variable. The 

population in this research is consumers who have purchased at Mazio Coffee & 

Bistro in Pati, the exact number of which is unknown. The number of samples was 

100 respondents with a non-Probability sampling technique, namely purposive 

sampling with the criteria of being 17 years old who had purchased at least 3 

times. Data collection for this research used a questionnaire using AMOS SEM 

data analysis. The results of this research show that price has a positive and 

significant effect on consumer loyalty, service quality has no effect on consumer 

loyalty, price has a positive and significant effect on consumer satisfaction, 

service quality has a positive and significant effect on consumer satisfaction, 

consumer satisfaction has no effect on consumer loyalty.  

 

Keyword : price, service quality, consumer loyalty, consumer satisfaction. 

 

 

 

  



 

ix 

 

DAFTAR ISI 

HALAMAN JUDUL ................................................................................................ i 

HALAMAN PERSETUJUAN ................................................................................ ii 

HALAMAN PENGESAHAN ................................................................................ iii 

MOTTO DAN PERSEMBAHAN ......................................................................... iv 

KATA PENGANTAR ............................................................................................ v 

ABSTRAK  ............................................................................................................ vii 

ABSTRACT ......................................................................................................... viii 

DAFTAR ISI .......................................................................................................... ix 

DAFTAR TABEL ................................................................................................ xiii 

DAFTAR GAMBAR ............................................................................................ xv 

BAB I PENDAHULUAN ....................................................................................... 1 

1.1 Latar Belakang ............................................................................................ 1 

1.2 Ruang Lingkup .......................................................................................... 14 

1.3 Perumusan Masalah ................................................................................... 15 

1.4 Tujuan Penelitian ....................................................................................... 16 

1.5 Manfaat Penelitian ..................................................................................... 17 

BAB II TINJAUAN PUSTAKA ........................................................................... 18 

2.1 Perilaku Konsumen ................................................................................... 18 

2.1.1 Pengertian Perilaku Konsumen ........................................................ 18 

2.1.2 Loyalitas Konsumen ........................................................................ 19 

2.1.2.1 Pengertian Loyalitas Konsumen ......................................................... 19 

2.1.2.2 Faktor-faktor yang mempengaruhi loyalitas konsumen .................. 20 

2.1.2.3 Indikator Loyalitas Konsumen ............................................................ 21 

2.1.3 Kepuasan Konsumen ....................................................................... 23 

2.1.3.1 Pengertian Kepuasan Konsumen ........................................................ 23 

2.1.3.2 Faktor-faktor yang mempengaruhi kepuasan konsumen ................. 23 

2.1.3.3 Indikator Kepuasan Konsumen ........................................................... 24 

2.1.4 Harga ................................................................................................ 26 

2.1.4.1 Pengertian Harga .................................................................................. 26 

2.1.4.2 Faktor-faktor yang mempengaruhi harga .......................................... 26 



 

x 

 

2.1.4.3 Indikator Harga ..................................................................................... 27 

2.1.5 Kualitas  Pelayanan .......................................................................... 28 

2.1.5.1 Pengertian Kualitas Pelayanan ............................................................ 28 

2.1.5.2 Faktor-faktor yang mempengaruhi kualitas pelayanan.................... 29 

2.1.5.3 Indikator Kualitas Pelayanan .............................................................. 30 

2.2 Pengaruh Antar Variabel ........................................................................... 32 

2.2.1 Pengaruh Harga Terhadap Loyalitas Konsumen ............................. 32 

2.2.2 Pengaruh Kualitas Pelayanan Terhadap Loyalitas Konsumen ........ 32 

2.2.3 Pengaruh Harga Terhadap Kepuasan Konsumen ............................ 33 

2.2.4 Pengaruh Kualitas Pelayanan Terhadap Kepuasan Konsumen ....... 34 

2.2.5 Pengaruh Kepuasan Konsumen Terhadap Loyalitas Konsumen ..... 35 

2.3 Penelitian Terdahulu ................................................................................. 36 

2.4 Kerangka Pemikiran Teoritis .................................................................... 41 

2.5 Hipotesis .................................................................................................... 43 

BAB III METODE PENELITIAN........................................................................ 44 

3.1 Rancangan Penelitian ................................................................................ 44 

3.2 Variabel Penelitian dan Definisi Operasional Variabel ............................ 45 

3.2.1 Jenis Variabel ................................................................................... 45 

3.2.2 Definisi Operasional Variabel ......................................................... 46 

3.3 Jenis dan Sumber Data .............................................................................. 48 

3.3.1 Jenis Data ......................................................................................... 48 

3.3.2 Sumber Data .................................................................................... 49 

3.4 Populasi dan Sampel ................................................................................. 49 

3.4.1 Populasi ............................................................................................ 49 

3.4.2 Sampel ............................................................................................. 50 

3.5 Pengumpulan Data .................................................................................... 51 

3.5.1 Observasi ......................................................................................... 51 

3.5.2 Kuesioner ......................................................................................... 51 

3.6 Uji Instrumen Penelitian ............................................................................ 52 

3.6.1 Uji Validitas ..................................................................................... 52 

3.6.2 Uji Reliabilitas ................................................................................. 54 



 

xi 

 

3.6.3 Uji Normalitas .................................................................................. 55 

3.6.4 Uji Outliers ...................................................................................... 55 

3.7 Pengolahan Data ........................................................................................ 56 

3.7.1 Editing .............................................................................................. 56 

3.7.2 Coding .............................................................................................. 56 

3.7.3 Scoring ............................................................................................. 56 

3.7.4 Tabulating ........................................................................................ 56 

3.8 Analisis Data ............................................................................................. 57 

3.8.1 Analisis Deskriptif ........................................................................... 57 

3.8.2 Analisis SEM ................................................................................... 57 

3.8.3 Uji Hipotesis .................................................................................... 66 

3.8.4 Uji Mediasi ...................................................................................... 66 

BAB IV HASIL DAN PEMBAHASAN .............................................................. 68 

4.1 Gambaran Umum Mazio Coffee & Bistro di Pati ..................................... 68 

4.2 Penyajian Data ........................................................................................... 69 

4.2.1 Karakteristik Responden .................................................................. 69 

4.2.2 Tanggapan Responden Terhadap Variabel Penelitian ..................... 72 

4.3 Analisis Data ............................................................................................. 75 

4.3.1 Analisis Konfirmatori ...................................................................... 75 

4.3.2 Analisis Structural Equition Modeling (SEM) ................................ 84 

4.3.3 Uji Instrumen ................................................................................... 85 

4.3.4 Uji Asumsi SEM .............................................................................. 87 

4.3.5 Uji Mediasi ...................................................................................... 93 

4.3.6 Squared Multiple Correlations ........................................................ 94 

4.4 Pembahasan ............................................................................................... 95 

4.4.1 Pengaruh harga tehadap loyalitas konsumen pada Mazio Coffee & 

Bistro di Pati .................................................................................... 95 

4.4.2 Pengaruh kualitas pelayanan tehadap loyalitas konsumen pada Mazio 

Coffee & Bistro di Pati .................................................................... 96 

4.4.3 Pengaruh harga tehadap kepuasan konsumen pada Mazio Coffee & 

Bistro di Pati .................................................................................... 97 



 

xii 

 

4.4.4 Pengaruh kualitas pelayanan tehadap kepuasan konsumen pada 

Mazio Coffee & Bistro di Pati ......................................................... 97 

4.4.5 Pengaruh kepuasan konsumen terhadap loyalitas konsumen pada 

Mazio Coffee & Bistro di Pati ......................................................... 98 

4.4.6 Pengaruh harga tehadap loyalitas konsumen dengan kepuasan 

konsumen pada Mazio Coffee & Bistro di Pati ............................... 99 

4.4.7 Pengaruh kualitas pelayanan tehadap loyalitas konsumen dengan 

kepuasan konsumen pada Mazio Coffee & Bistro di Pati ............... 99 

BAB V KESIMPULAN & SARAN ................................................................... 101 

5.1 Kesimpulan .............................................................................................. 101 

5.2 Saran ........................................................................................................ 102 

DAFTAR PUSTAKA ......................................................................................... 104 

Lampiran-lampiran .............................................................................................. 108 

 

  



 

xiii 

 

DAFTAR TABEL 

Halaman  

Tabel 1. 1 Daftar Jumlah Cafe/Resto di Kabupaten Pati ........................................ 2 

Tabel 1. 2 Daftar Café & Resto di Pati ................................................................... 3 

Tabel 1. 3 Data Transaksi Penjualan Mazio Coffee & Bistro Tahun 2021, 2022, 

dan 2023 ............................................................................................... 7 

Tabel 3. 1 Skala Likert .......................................................................................... 52 

Tabel 3. 2 Indeks Goodness of Fit ........................................................................ 65 

Tabel 4. 1 Presentase Responden Berdasarkan Jenis Kelamin ............................. 69 

Tabel 4. 2 Presentase Responden Berdasarkan Usia ............................................. 70 

Tabel 4. 3 Presentase Responden Berdasarkan Pendidikan .................................. 71 

Tabel 4. 4 Presentase Responden Berdasarkan Pekerjaan .................................... 72 

Tabel 4. 5 Tanggapan Responden Terhadap Variabel Harga ............................... 73 

Tabel 4. 6 Tanggapan Responden Terhadap Variabel Kualitas Pelayanan .......... 73 

Tabel 4. 7 Tanggapan Responden Terhadap Variabel Kepuasan Konsumen ....... 74 

Tabel 4. 8 Tanggapan Responden Terhadap Variabel Loyalitas Konsumen ........ 75 

Tabel 4. 9  Evaluasi Goodness Of Fit Eksogen Sebelum Perbaikan .................... 76 

Tabel 4. 10  Evaluasi Goodness Of Fit Eksogen Sesudah Perbaikan ................... 78 

Tabel 4. 12  Evaluasi Goodness Of Fit Endogen Sebelum Perbaikan .................. 80 

Tabel 4. 13  Evaluasi Goodness Of Fit Endogen Sesudah Perbaikan ................... 81 

Tabel 4. 14  Regression Weight: (Group number 1 - Defult model) ..................... 81 

Tabel 4. 15  Hasil Goodness Of Fit Full Measurement Sebelum Perbaikan ........ 82 

Tabel 4. 16  Hasil Goodness Of Fit Full Measurement Sesudah Perbaikan ......... 83 

Tabel 4. 17  Hasil Goodness Of Fit Structural Equation Modeling Sesudah 

Perbaikan ............................................................................................ 84 

Tabel 4. 18  Hasil Uji Convergent Validity ........................................................... 85 

Tabel 4. 19  Uji Variance Extracted (AVE) ......................................................... 86 

Tabel 4. 20  Discriminant Validity ........................................................................ 86 

Tabel 4. 22  Uji Normalitas Assessment of normality (Group number 1) ............. 88 

Tabel 4. 23 Obsevations farthest from the centroid (Mahalonobis distance) ....... 89 

. Tabel 4. 24  Hasil Uji Kausalitas ........................................................................ 90 

Tabel 4. 25  Regression Weights: (Group number 1 - Default model) ................. 91 



 

xiv 

 

Tabel 4. 26  Direct Effects..................................................................................... 93 

Tabel 4. 27  Indirect Effects .................................................................................. 93 

Tabel 4. 28  Hasil Total Effect .............................................................................. 94 

Tabel 4. 29  Hasil Square Multiple Correlations .................................................. 95 

 

 

  



 

xv 

 

DAFTAR GAMBAR 

Halaman  

Gambar 1. 1 Ulasan Konsumen Mengenai Harga Terhadap Mazio Coffee & Bistro 

di Pati.................................................................................................... 9 

Gambar 1. 2 Kritik & Saran Mengenai Harga Oleh Konsumen Mazio Coffee & 

Bistro di Pati ....................................................................................... 10 

Gambar 1. 3 Ulasan Mengenai Kualitas Pelayanan Terhadap Mazio coffee & 

Bistro di Pati ....................................................................................... 12 

Gambar 1. 4 Kritik & Saran Mengenai Kualitas Pelayanan Oleh Konsumen Mazio 

Coffee & Bistro di Pati ....................................................................... 13 

Gambar 2. 1 Kerangka Pemikiran Teoritis ........................................................... 42 

Gambar 3. 1 Diagram Jalur ................................................................................... 61 

Gambar 4. 1 Analisis Konfimatori Variabel Eksogen Sebelum Perbaikan .......... 76 

Gambar 4. 2 Analisis Konfimatori Variabel Eksogen Sesudah Perbaikan ........... 77 

Gambar 4. 3 Analisis Konfirmatori Variabel Endogen Sebelum Perbaikan ......... 79 

Gambar 4. 4 Analisis Konfirmatori Variabel Endogen Sesudah Perbaikan ......... 80 

Gambar 4. 5 Full Measurement Sebelum Perbaikan ............................................ 82 

Gambar 4. 6 Full Measurement Setelah Perbaikan ............................................... 83 

Gambar 4. 7 Structural Equation Modeling Sesudah Perbaikan .......................... 84 

 

  


