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ABSTRAK 

Siti Sofiyatun, 1414.1111.662, Pengaruh Kualitas Pelayanan dan Harga 

Terhadap Loyalitas Pelangan Pada Jasa Forwarding PT. Bintang Samudera 

Logsitik, 154 halaman, 58 tabel dan 10 gambar, Jakarta, 2018 

Penelitian ini membahas tentang pengaruh kualitas pelayanan dan harga 

terhadap loyalitas pelanggan jasa forwarding pada PT. Bintang Samudera 

Logistik, Jakarta Utara. Tujuan penelitian ini adalah untuk mengetahui seberapa 

besar pengaruh kualitas pelayanan dan harga terhadap loyalitas pelanggan secara 

parsial. Juga untuk mengetahui seberapa besar pengaruh kualitas pelayanan dan 

harga terhadap loyalitas pelanggan secara bersamaan. 

Penelitianinidimulaidaribulan Februari 2018 sampai denganJuli 2018. Metode 

penelitian yang digunakan adalah penelitian perpustakaan dan penelitian 

lapangan. Analisis kuantitatif yang digunakan adalah regresi linier sederhana 

secara parsial dan regresi linier berganda secara simultan. Hasil kualitas 

pelayanan terhadap loyalitas pelanggan secara parsial yaitu Ŷ= 6,919 + 0,768 X 

dan hasil harga terhadap loyalitas pelanggan secara parsial yaitu Ŷ= 3,147 + 

0,889 X. Hasil kualitas pelayanan dan harga terhadap loyalitas pelanggan secara 

simultan yaitu Ŷ=  4,719 + 0,583 X1 + 0,253 X2. Hasil koefisiensi korelasi antar 

kualitas pelayanan terhadap loyalitas pelanggan adalah sangat kuat. Hasil 

koefisiensi korelasi antar harga terhadap loyalitas pelanggan secara parsial sangat 

kuat. Dan hasil koefisiensi korelasi ganda antar kualitas pelayanan dan harga 

terhadap loyalitas pelanggan juga sangat kuat. Koefisiensi determinasi loyalitas 

pelanggan adalah 76,4% dipengaruhi oleh kualitas pelayanan, 68,5% dipengaruhi 

oleh harga. Koefisiensi loyalitas pelanggan adalah 77,5% dipengaruhi oleh 

kualitas pelayanan dan harga secara bersamaan. Kesimpulan dari semua penelitian 

adalah menunjukan bahwa variabel kualitas pelayanan dan harga mempunyai 

pengaruh yang positif dan signifikan terhadap loyalitas pelanggan baik secara 

parsial ataupun secara bersamaan. 

 

Daftar acuan: 10 buku (2013 – 2017), 17 jurnal, pembimbing : Zurlina 

Lubis dan Arjuna Wiwaha 

 

Kata kunci: Kualitas pelayanan, harga , loyalitas pelanggan 
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ABSTRACT 

 

SitiSofiyatun, 1414.1111.662, Effect of Service Quality and Price on Customer 

Loyalty in Jada Forwarding PT. BintangSamuderaLogsitik, 154 pages, 58 tables 

and 10 pictures, Jakarta, 2018 

 

This study discusses the effect of service quality and price on customer loyalty of 

forwarding services at PT. BintangSamuderaLogistik, North Jakarta. The purpose 

of this study was to find out how much the effect of service quality and price on 

customer loyalty partially. Also to find out how much influence the quality of 

service and prices on customer loyalty simultaneously. 

 

This study began from February 2018 to July 2018. The research method used 

was library research and field research. Quantitative analysis used is simple 

linear regression partially and multiple linear regression simultaneously. The 

results of service quality on customer loyalty are partially Ŷ = 6.919 + 0.768 X 

and the result of the price on customer loyalty partially is 3, = 3.147 + 0.889 X. 

The results of service quality and price on customer loyalty simultaneously are Ŷ 

= 4.719 + 0.583 X1 + 0.253 X2. The result of the coefficient of correlation 

between service quality on customer loyalty is very strong. The results of the 

coefficient of correlation between prices on customer loyalty are partially very 

strong. And the results of the coefficient of multiple correlations between service 

quality and price to customer loyalty are also very strong. The determination 

coefficient of customer loyalty is 76.4% influenced by service quality, 68.5% is 

influenced by price. The coefficient of customer loyalty is 77.5% influenced by 

service quality and prices simultaneously. The conclusion of all research is to 

show that service quality and price variables have a positive and significant 

influence on customer loyalty either partially or simultaneously. 

 

Reference list: 10 books (2013 - 2017), 17 journals, mentors: ZurlinaLubis and 

ArjunaWiwaha 

 

Keywords: Service quality, price, customer loyalty 
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