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MEMBANGUN LOYALITAS PELANGGAN SALON MUSLIMAH
MELALUI SERVICE PERSONAL VALUE DAN KEPUASAN
PELANGGAN: STUDI KASUS SALON MUSLIMAH DEPOK

Imanda Kartika Putri

ABSTRAK

Penelitian ini bertujuan untuk menguji model pengaruh antara service personal
value, kepuasan pelanggan, dan loyalitas pelanggan. Penelitian menggunakan
desain potong lintang dengan teknik convinience sampling. Data diambil melalui
penyebaran kuesioner langsung kepada 250 responden yang telah menjadi
pelanggan salon muslimah yang berada di kota Depok minimal 1 bulan. Instrumen
dinyatakan valid dan reliabel dengan menggunakan analisis faktor untuk menguiji
validitas menggunakan Cronbach’s alpha untuk menguji reliabilitas. Tujuh
hipotesis diuji menggunakan SEM (Structural Equation Modelling) dengan
bantuan amos 18 yang menunjukkan hasil adanya pengaruh SVPL (Service Value
to Peaceful Life), SVSR (Service Value to Social Recognition), dan SVSI (Service
Value to Social Integration) terhadap kepuasan pelanggan salon muslimah depok,
adanya pengaruh SVPL (Service Value to Peaceful Life), SVSR (Service Value to
Social Recognition), dan kepuasan pelanggan terhadap loyalitas pelanggan salon
muslimah depok. Sedangkan SVSI (Service Value to Social Integration) tidak
memiliki pengaruh pada loyalitas pelanggan salon muslimah depok.

Kata kunci : service personal value, kepuasan pelanggan, loyalitas pelanggan,
salon muslimah.
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“DEVELOPING CUSTOMER LOYALTY OF BEAUTY SALON
THROUGH SERVICE PERSONAL VALUE AND CUSTOMER
SATISFACTION: CASE STUDY AT DEPOK MOSLEMAH BEAUTY
SALON"

Imanda Kartika Putri

ABSTRACT

This study aimed to test the model, influence between service personal value,
customer satisfaction, and customer loyalty. This study used cross sectional
design with convinience sampling techniques. Data was taken directly by
distributing questionnaires to 250 respondents who have been customers of
Moslemah Beauty Salon in Depok for at least 1 month. The instrument is declared
valid and reliable by using factor analysis to test the validity and Cronbach'’s alpha
to test the reliability. Seven hypotheses were tested using SEM (Structural
Equation Modelling) with amos 18 which showed the influence of SVPL (Service
Value to Peaceful Life), SVSR (Service Value to Social Recognition), and SVSI
(Service Value to Social Integration) to customer satisfaction Depok Moslemah
Beauty Salon, the influence of SVPL (Service Value to Peaceful Life), SVSR
(Service Value to Social Recognition), and customer satisfaction to customer
loyalty of Depok Moslemah Beauty Salon. While SVSI (Service Value to Social
Integration) has no effect on customer loyalty of Depok Moslemah Beauty Salon

Keywords : service personal value, customer satisfaction, customer loyalty,
moslemah beauty salon
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