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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan, produk, dan 

harga terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai variabel intervening 

pada pelanggan Clarice Beauty Surabaya. Penelitian ini menggunakan pendekatan kuantitatif 

dengan jenis penelitian asosiatif. Pengumpulan data dilakukan melalui penyebaran kuesioner 

kepada 100 responden yang merupakan pelanggan Clarice Beauty Surabaya dan dipilih 

menggunakan teknik purposive sampling. Data dianalisis menggunakan metode Partial Least 

Square (PLS) dengan bantuan aplikasi SmartPLS untuk menguji pengaruh langsung maupun 

tidak langsung antarvariabel. Hasil penelitian menunjukkan bahwa kualitas layanan, produk, 

dan harga berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Selain itu, kualitas 

layanan, produk, dan harga juga berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan. Kepuasan pelanggan terbukti berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan serta berperan sebagai variabel intervening dalam hubungan antara kualitas layanan, 

produk, dan harga terhadap loyalitas pelanggan. Harga merupakan variabel yang memiliki 

pengaruh paling dominan terhadap kepuasan pelanggan dengan koefisien sebesar 0,459, 

sedangkan produk memiliki pengaruh paling besar terhadap loyalitas pelanggan dengan 

koefisien sebesar 0,327. Hasil penelitian menunjukkan bahwa peningkatan kualitas layanan, 

kualitas produk, kesesuaian harga, dan kepuasan pelanggan dapat menjadi faktor penting dalam 

mempertahankan serta meningkatkan loyalitas pelanggan Clarice Beauty Surabaya. 

 

Kata kunci: kualitas layanan, produk, harga, kepuasan pelanggan, loyalitas pelanggan. 
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ABSTRACT 

This study aims to analyze the influence of service quality, product, and price on 

customer loyalty with customer satisfaction as an intervening variable among Clarice Beauty 

Surabaya customers. This study employed a quantitative approach with an associative 

research design. Data were collected through questionnaires distributed to 100 respondents 

who were Clarice Beauty Surabaya customers and selected using purposive sampling. The data 

were analyzed using the Partial Least Square (PLS) method with the assistance of SmartPLS to 

examine the direct and indirect effects among the variables. The results showed that service 

quality, product, and price had a positive and significant effect on customer satisfaction. 

Furthermore, service quality, product, and price also had a positive and significant effect on 

customer loyalty. Customer satisfaction was proven to have a positive and significant effect on 

customer loyalty and to act as an intervening variable in the relationship between service 

quality, product, price, and customer loyalty. Price had the most dominant influence on 

customer satisfaction, with a coefficient of 0.459, while product had the strongest influence on 

customer loyalty, with a coefficient of 0.327. These findings indicate that improving service 

quality, product quality, price suitability, and customer satisfaction can be important factors in 

maintaining and increasing customer loyalty at Clarice Beauty Surabaya. 

 

Keywords: service quality, product, price, customer satisfaction, customer loyalty. 
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