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Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan dan
harga terhadap loyalitas pelanggan melalui kepuasan pelanggan sebagai variabel
intervening (Studi kasus pada Fitnes First Plaza Semanggi Jakarta Selatan).
Populasi pada penelitian ini adalah seluruh konsumen Fitnes First Plaza Semanggi
Jakarta Selatan.Purposive sampling digunakan sebagai teknik pengambilan sampel
sehingga didapati 120 orang sebagai sampel penelitian. Teknik analisis data yang
digunakan adalah analisis jalur (path analysis). Hasil penelitian ini menunjukkan
bahwa kualitas pelayanan berpengaruh signifikan terhadap kepuasan pelanggan.
Harga berpengaruh signifikan terhadap loyalitas pelanggan. Kepuasan pelanggan
berpengaruh terhadap loyalitas. Kualitas pelayanan tidak berpengaruh terghadap
loyalitas pelanggan. Kepuasan pelanggan berpengaruh signifikan terhadap loyalitas
pelanggan serta harga berpengaruh secara langsung terhadap loyalitas tanpa melalui
kepuasan pelanggan sebagai variabel intervening dan kualitas pelayanan
berpengaruh terhadap loyalitas pelanggan melalui kepuasan pelanggan.
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This study aims to determine the effect of service quality and price on
customer loyalty through customer satisfaction as an intervening variable (Case
study on Fitness First Plaza Semanggi, South Jakarta). The population in this
study were all consumers of First Plaza Semanggi Fitness in South Jakarta.
Positive sampling was used as a sampling technique so that 120 people were
found as research samples. The data analysis technique used is path analysis. The
results of this study indicate that service quality has a significant effect on
customer satisfaction. Price has a significant effect on customer loyalty. Customer
satisfaction affects loyalty. Service quality has no effect on customer loyalty.
Customer satisfaction has a significant effect on customer loyalty and price
directly affects loyalty without going through customer satisfaction as an
intervening variable and service quality has an effect on customer loyalty through
customer satisfaction..
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