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ABSTRAK

Salah satu contoh dari pesatnya persaingan bisnis klinik kecantikan dapat dilihat
pada klinik Erha Derma Center Kemanggisan. Erha hadir dengan dukungan
dermatologist terbaik, produk yang inovatif, teknologi yang canggih dan
memberikan pelayanan terbaik bagi konsumen. Jumlah pelanggan mengalami
peningkatan pada tahun 2020 hingga tahun 2022. Jumlah pelanggan tertinggi pada
tahun 2022 sebanyak 25.156 orang. Hal ini menunjukkan bahwa pelanggan Erha
Clinic tergolong pelanggan yang loyal untuk tetap menggunakan produk dan
jasa treatment dari Erha Clinic Kemanggisan. Penelitian ini bertujuan untuk
mengetahui pengaruh kualitas layanan dan word of mouth terhadap loyalitas
pelanggan melalui kepuasan pelanggan pada Erha Derma Center Kemanggisan.
Jenis penelitian ini adalah penelitian kuantitatif. Data yang disajikan dalam
penelitian ini diperoleh melalui kuesioner yang dibagikan kepada 140 responden.
Analisis statistik menggunakan metode SEM PLS untuk dilakukan pengujian model
dan hipotesis. Hasil dari penelitian ini menunjukan bahwa kualitas layanan
berpengaruh positif dan signifikan terhadap loyalitas pelanggan. Kualitas layanan
berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Word of mouth
berpengaruh positif dan signifikan terhadap loyalitas pelanggan. Word of mouth
berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Kepuasan
pelanggan berpengaruh positif dan signifikan terhadap loyalitas pelanggan.
Kualitas layanan berpengaruh positif dan signifikan terhadap loyalitas pelanggan
melalui kepuasan pelanggan. Word of mouth berpengaruh positif dan signifikan
terhadap loyalitas pelanggan melalui kepuasan pelanggan.

Kata kunci: Kualitas Layanan, Word of Mouth, Loyalitas Pelanggan, dan Kepuasan
Pelanggan
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ABSTRACT

One example of the rapid competition in the beauty clinic business can be seen at
the Erha Derma Center Kemanggisan clinic. Erha comes with the support of the
best dermatologists, innovative products, sophisticated technology and provides
the best service for consumers. The number of subscribers has increased from 2020
to 2022. The highest number of subscribers in 2022 is 25,156 people. This shows
that Erha Clinic customers are classified as loyal customers who continue to use
products and treatment services from Ervha Clinic Kemanggisan. This study aims
to determine the effect of service quality and word of mouth on customer loyalty
through customer satisfaction at Erha Derma Center Kemanggisan. This type of
research is quantitative research. The data presented in this study were obtained
through questionnaires which were distributed to 140 respondents. Statistical
analysis used the SEM PLS method to test models and hypotheses. The results of
this study indicate that service quality has a positive and significant effect on
customer loyalty. Service quality has a positive and significant effect on customer
satisfaction. Word of mouth has a positive and significant effect on customer
loyalty. Word of mouth has a positive and significant effect on customer
satisfaction. Customer satisfaction has a positive and significant effect on customer
loyalty. Service quality has a positive and significant effect on customer loyalty
through customer satisfaction. Word of mouth has a positive and significant effect
on customer loyalty through customer satisfaction.

Keywords: Service Quality, Word of Mouth, Customer Loyalty, and Customer
Satisfaction
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