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ABSTRAK 

Julian Erlangga: Analisis kualitas jasa, persepsi keadilan harga, dan persepsi 

kebersihan terhadap loyalitas pelanggan pengguna jasa pangkas rambut asli 

garut di Depok. Skripsi, Jakarta: Program Studi Manajemen, Fakultas 

Ekonomi, Universitas Negeri Jakarta. Tim Pembimbing: Usep Suhud, M.Si., 

Ph.D. dan Terrylina Arvinta Monoarfa, SE., MM. 

Tujuan penulisan penelitian ini untuk menguji pengaruh: 1) Persepsi keadilan harga 

terhadap kepuasan pelanggan. 2) Kualitas jasa terhadap kepuasan pelanggan. 3) 

Persepsi kebersihan terhadap kepuasan pelanggan. 4) Kepuasan pelanggan terhadap 

loyalitas pelanggan. Peneliti menggunakan metode pengumpulan data survei 

dengan kueisoner yang disebarkan secara online. Jenis responden yang dipilih 

adalah yang pernah menggunakan jasa pagkas rambut Asgar dan berdomisili di 

Depok, Jawa Barat. Sebanyak 200 responden terlibat, data dianalisis menggunakan 

SPSS versi 26 dan SEM (Structural Equation Modeling) dari software AMOS versi 

24 untuk mengelola data dan menganalisis data hasil penelitian. Hasil penelitian ini 

berdasarkan hipotesisnya menunjukkan bahwa hipotesis persepsi keadilan harga 

terhadap kepuasan pelanggan diterima dan signifikan, kualitas jasa terhadap 

kepuasan pelanggan diterima dan signifikan, persepsi kebersihan terhadap 

kepuasan pelanggan diterima dan signifikan, dan kepuasan pelanggan terhadap 

loyalitas pelanggan diterima dan signifikan. Peneliti juga memberikan rekomendasi 

bagi penelitian selanjutnya yaitu, pertama, penelitian selanjutnya dapat 

menggunakan variabel penelitian ini, tetapi dengan objek yang berbeda, karena 

masih banyak wilayah di Indonesia yang sudah terdapat tempat pangkas rambut 

konvensional seperti Asgar. Kedua, penelitian selanjutnya dapat mengembangkan 

variabel lain yang lebih variatif seperti revisit intention, perceived value, dan 

product quality (untuk tempat pangkas rambut yang menjual hair accecoris seperti 

pomade/gatsby). Ketiga, peneliti selanjutnya dapat menggunakan metode, teknik 

pengumpulan data dan teknik analisis data lainnya. 

Kata kunci: persepsi keadilan harga, kualitas jasa, persepsi kebersihan, kepuasan 

pelanggan, dan loyalitas pelanggan. 
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ABSTRACT 

Julian Erlangga: Analysis of quality of services, perceptions of fairness of 

price, and perceptions of cleanliness on customer loyalty of hair cutting 

services users original garut in depok. Thesis, Jakarta: Management Study 

Program, Faculty of Economics, State University of Jakarta. Advisory Team: 

Usep Suhud, M.Sc., Ph.D. and Terrylina Arvinta Monoarfa, SE., MM. 

The purpose of writing this research is to examine the influence of: 1) Perceived 

price fairness on customer satisfaction. 2) Service quality on customer satisfaction. 

3) Perception of cleanliness on customer satisfaction. 4) Customer satisfaction on 

customer loyalty. Researchers used a survey data collection method with 

questionnaires distributed online. The type of respondents selected were those who 

had used Asgar's hair salon services and were domiciled in Depok, West Java. As 

many as 200 respondents were involved, the data were analyzed using SPSS version 

26 and SEM (Structural Equation Modeling) from AMOS version 24 software to 

manage data and analyze research data. The results of this study based on the 

hypothesis indicate that the hypothesis of perceived fairness of price on customer 

satisfaction is accepted and significant, service quality is acceptable and significant 

on customer satisfaction, perceived cleanliness is acceptable and significant on 

customer satisfaction, and customer satisfaction on customer loyalty is acceptable 

and significant. The researcher also provides recommendations for further research, 

namely, first, future research can use this research variable, but with a different 

object, because there are still many areas in Indonesia that already have 

conventional barbershops such as Asgar. Second, future research can develop other, 

more varied variables such as revisit intention, perceived value, and product quality 

(for barbershops that sell hair accessories such as pomade/gatsby). Third, future 

researchers can use methods, data collection techniques and other data analysis 

techniques. 

Keywords: perceived fairness of price, service quality, perceived cleanliness, 

customer satisfaction and customer loyalty.
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