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ABSTRAK

ANDIKA HADI SAPUTRA. Pengaruh Kualitas Pelayanan dan Harga terhadap
Citra Merek Serta Dampaknya Terhadap Loyalitas Pelanggan Mobile Data
Telkomsel Simpati. Fakultas Ekonomi, Universitas Negeri Jakarta 2017.
Konsentrasi Manajemen Pemasaran, Program Studi S-1 Manajemen, Jurusan
Manajemen, Fakultas Ekonomi, Universitas Negeri Jakarta. Tim Pembimbing: Dr.
Mohamad Rizan, M.M. & Shandy Aditya, BIB., MPBS.

Tujuan dilakukannya penilitian ini untuk mengetahui secara deskriptif dan empiris
pengaruh kualitas pelayanan dan harga terhadap citra merek serta dampaknya
terhadap loyalitas pelanggan sebagai variabel mediator. Metode pengumpulan
data menggunakan metode survei. Objek peneitian ini ialah 200 responden yang
menggunakan paket data Simpati Telkomsel selama 1 tahun pemakaian. Analisi
data menggunakan SPSS versi 23 dan SEM (Structural Equation Model) dari
paket statistic LISREL 8.7 untuk mengolah dan menganalisis data hasil penelitian
hasil pengujian deskriptif menjelaskan bahwa kualitas pelayanan dan harga yang
diberikan sudah cukup baik menurut pelanggan, sehingga citra merek dari
Telkomsel Simpati sudah cukup baik dan pelanggan cenderung loyal kepada
Telkomsel Simpati. Hasil pengujian hipotesis menunjukan bahwa; (1) kualitas
pelayanan mempengaruhi citra merek secara positif dan signifikan; (2) kualitas
pelayanan mempengaruh loyalitas pelanggan secara positif dan signifikan; (3)
harga mempengaruhi citra merek secara positif dan signifikan; (4) harga
mempengaruhi loyalitas pelanggan secara positif dan signifikan; (5) citra merek
mempengaruhi loyalitas pelanggan secara positif dan signifikan.

Kata kunci: kualitas pelayanan, harga, citra merek, loyalitas pelanggan



ABSTRACT

ANDIKA HADI SAPUTRA. The Influence of Service Quality and Price Toward
Brand Image and Their Effect to Customer Loyalty Mobile Data Service Simpati.
Skripsi, Jakarta: Marketing Management Concentration, Management Study
Program, Department of Management, Faculty of Economics, State University of
Jakarta 2017. Advisory: Dr. Mohamad Rizan, M.M. & Shandy Aditya, BIB.,
MPBS.

The purpose of this study was conducted to determine the descriptive and
empirical impact of service quality and price on brand image by the customer
loyalty as a mediator variable. The object of this research was 200 respondents
who used the mobile data service of Telkomsel Simpati for approximately 1 year.
Data analysis using SPSS version 23 and SEM (Structural Equation Model) of a
statistical package LISREL 8.7 to process and analyze the research data. The
results of descriptive test explained that the service quality and price provided is
good according to the customer, so that brand image is good and customer tend
to be a loyal customer of Telkomsel Simpati. The hypothesis test shows: (1)
service quality has positive dan significant effect on brand image; (2) service
quality has positive and significant effect on customer loyalty; (3) price has
positive and significant effect on brand image; (4) price has positive and
significant effect on customer loyalty; (5) brand image has positicve and
significant effect on customer loyalty.

Keywords: service quality, price, brand image, customer loyalty
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