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ABSTRAK 

 

 Leni Marlina, 201520151023. Pengaruh Harga dan Kualitas Layanan Terhadap 

Loyalitas Pelanggan Melalui Kepuasan Pelanggan Pada Penumpang Commuter Line 

PT.Kereta Api Indonesia.  

Penelitian ini membahas tentang pengaruh beberapa variabel antara harga dan kualitas 

layanan terhadap loyalitas pelanggan melalui kepuasan pelanggan. Tujuan dari penelitian ini 

adalah untuk mengetahui pengaruh harga terhadap kepuasan pelanggan, mengetahui 

pengaruh kualitas layanan terhadap kepuasan pelanggan, mengetahui pengaruh harga 

terhadap loyalitas pelanggan, mengetahui pengaruh kualitas layanan terhadap loyalitas 

pelanggan dan mengetahui pengaruh kepuasan pelanggan terhadap loyalitas pelanggan PT. 

KAI. 

Metode yang digunakan adalah metode Structural Equation Modeling (SEM) yang 

menguji hubungan struktural dari rerangka konseptual yang diajukan dalam model penelitian 

secara simultan dengan Lisrel full version edisi 8.8. Pada penelitian thesis ini, analisa SEM 

dengan Lisrel dilakukan mulai dari tahap pre test/ uji instrumen penelitian yang berupa 

kuesioner dengan skala Likert dan dilanjutkan pada tahap pengolahan data inti populasi. 

Hasil penelitian menunjukkan ada pengaruh antara harga terhadap kepuasan 

pelanggan, ada pengaruh antara kualitas layanan terhadap kepuasan pelanggan, tidak ada 

pengaruh antara harga terhadap loyalitas pelanggan, ada pengaruh antara kualitas layanan 

terhadap loyalitas pelanggan dan ada pengaruh kepuasan pelanggan terhadap loyalitas 

pelanggan. 

 

Kata kunci (sentence case): Harga, kepuasan pelanggan, kualitas layanan, loyalitas 

pelanggan. 
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ABSTRACT 

 

 Leni Marlina. 201520151023. Effect of Price and Service Quality on Customer 

Loyalty through Customer Satisfaction Of Customer Commuter Line PT. Kereta Api 

Indonesia. 

This study discusses the influence of several variables between price and service 

quality on customer loyalty through customer satisfaction. The purpose of this study was to 

determine the effect of prices on customer satisfaction, the effect of service quality on 

customer satisfaction, the effect of prices on customer loyalty,  the effect of service quality on 

customer loyalty and the effect of customer satisfaction on customer loyalty PT. KAI. 

The method used is the Structural Equation Modeling (SEM) method which tests the 

structural relationships of the conceptual framework proposed in the research model 

simultaneously with Lisrel full version 8.8 edition. In this thesis study, SEM analysis with 

Lisrel was carried out starting from the pre-test / test phase of the research instrument in the 

form of a questionnaire with a Likert scale and continued at the stage of processing core 

population data. 

The results showed that there was an influence between price and customer satisfaction, 

there was an influence between service quality on customer satisfaction, there was no 

influence between price to customer loyalty, there was an influence between service quality 

on customer loyalty and there was an influence of customer satisfaction on customer loyalty. 

  

Keywords (sentence case): Price, customer satisfaction, service quality, customer loyalty. 
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