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ABSTRAK

Penelitian ini bertujuan untuk menguji model penelitian yang diharapkan dan bisa mendapatkan
hasil pengaruh dari service quality dan perceived value terhadap customer satisfaction serta
dampaknya terhadap customer loyalty. Data responden kuesioner diperoleh dari data base
customer/member PT. Multicare Mitra Sejahtera yang sudah mengkonsumsi produk Multicare,
kemudian dilakukan penyebaran kuesioner secara online melalui platform “google form”
kepada 150 responden PT. Multicare Mitra Sejahtera selama bulan Desember 2020 — Februari
2021. Pada penelitian ini dilakukan 5 pengujian terhadap hipotesis berdasarkan indikator variabel
yang telah disusun menggunakan analisis SEM PLS (partial least square) dengan metode
SmartPLS. Pengujian terdiri dari Outer Model yaitu: Uji Convergent Validity, Uji Average
Variance Extracted (AVE), Uji Discriminant Validity, Uji Composite Reliability, Uji Cronbach
Alpha. Kemudian pengujian dari Inner Model yaitu: Analisa R?, Hasil Bootstrapping, Ringkasan
Singkat Koefisien Jalur (Pengaruh Langsung & Tidak Langsung). Pengujian hipotesis yang
menunjukan adanya hubungan yang berpengaruh langsung secara positif dan signifikan antara
lain, H1: service quality terhadap customer satisfaction, H2: perceived value terhadap customer
satisfaction dan H3: customer satisfaction terhadap customer loyalty. Pengujian hipotesis yang
menunjukan tidak adanya hubungan yang berpengaruh langsung secara positif dan signifikan
antara lain, H4: service quality terhadap customer loyalty dan H5: perceived value terhadap
customer loyalty. Penelitian ini sangat diharapkan bisa memberikan implikasi yang baik secara
teoritis dan penelitian lanjutan. Selain itu, implikasi penelitian ini juga diharapkan dapat
memberikan masukan kepada pemasar/perusahaan untuk menciptakan customer satisfaction dan
customer loyalty yang semakin baik .

Kata kunci : Service Quality, Perceived Value, Customer Satisfaction, Customer Loyalty.
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ABSTRACT

This study aims to test the research model that is expected and can get the results of the effect of
service quality and perceived value on customer satisfaction and its impact on customer loyalty.
Questionnaire respondent data obtained from the customer/member database of PT. Multicare
Mitra Sejahtera, which already understands and is certain to have consumed Multicare products,
was then carried out by distributing questionnaires online through the "google form" platform to
150 respondents of PT. Multicare Mitra Sejahtera during December 2020 - February 2021. In
this study, 5 hypotheses were tested based on variable indicators that had been compiled using
SEM PLS (partial least square) analysis with the SmartPLSmethod. The test consists of (Outer
Model): Convergent Validity, Discriminant Validity, Average Variance Extracted (AVE),
Composite Reliability, Cronbach Alpha. Then (Inner Model): R Square Value, Bootstrapping,
Direct & Indirect Effect. Hypothesis testing that shows a positive and significant direct effect,
among others, H1: service quality on customer satisfaction, H2: perceived value on customer
satisfaction, and H3: customer satisfaction towards customer loyalty. Hypothesis testing that
shows there is no direct positive and significant effect, among others, H4: service quality on
customer loyalty and H5: perceived value on customer loyalty. It is hoped that this research will
have good theoretical, practical, methodological implications and further research. Besides, the
implication of this research is also expected to provide input to marketers/companies to create
better customer satisfaction and customer loyalty.

Keywords : Service Quality, Perceived Value, Customer Satisfaction, Customer Loyalty.
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