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ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis Harga dan
Kualitas Pelayanan terhadap Loyalitas Pelanggan E-commerce Shopee dengan
Kepuasan Pelanggan sebagai Variabel Intervening (Studi Kasus Pada Mahasiswa
STIE Mikroskil Medan). Jenis penelitian yang digunakan dalam penelitian ini adalah
penelitian asosiatif. Teknik pengambilan sampel menggunakan metode Quota
sampling dengan jumlah sampel sebanyak 294 responden. Metode analisis data yang
digunakan adalah analisis regresi linear berganda. Berdasarkan hasil penelitian
hipotesis pertama secara parsial, Harga berpengaruh signifikan terhadap Kepuasan
Pelanggan, sedangkan Kualitas Pelanggan tidak berpengaruh terhadap Kepuasan
Pelanggan. Nilai Adjusted R Square scbesar 45,3% berarti bahwa Kepuasaan
Pelanggan dapat dijelaskan dengan Harga dan Kualitas Pelayanan. Berdasarkan hasil
penelitian hipotesis kedua secara  parsial, Harga dan Kepuasan Pelanggan
berpengaruh signifikan terhadap Loyalitas Pelanggan. Sedangkan secara parsial
Kualitas Pelayan tidak berpengaruh terhadap Loyalitas Pelanggan. Nilai Adjusted R
Square sebesar 53,6% berarti bahwa Loyalitas Pelanggan dapat dijelaskan dengan
Harga dan Kualitas Pelayanan. Kepuasan Pelanggan tidak dapat berperan sebagai
variabel Intervening pada pengaruh Harga dan Kualitas Pelayanan terhadap Loyalitas
Pelanggan.

Kata kunci: Harga, Kualitas Pelayanan, Loyalitas Pelanggan, Kepuasan Pelanggan
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ABSTRACT

This study aims to determine the effect of price and service quality on Shopee
E-commerce customer loyalty with customer satisfaction as an intervening variable
(Case Study of STIE Mikroskil Medan Students). The type of research used in this
research is associative research. The sampling technique used was the Quota
sampling method with a total sample of 294 respondents. The data analysis method
used is multiple linear regression analysis. Based on the results of the first hypothesis
research partially, price has a significant effect on customer satisfaction, while
customer quality has no effect on customer satisfaction. The Adjusted R Square
value of 45.3% means that Customer Satisfaction can be explained by Price and
Service Quality. Based on the results of the second hypothesis research partially,
price and customer satisfaction have a significant effect on customer loyalty.
Meanwhile, partially the Quality of Service has no effect on Customer Loyalty.
Adjusted R Square value of 53.6% means that Customer Loyalty can be explained by
Price and Service Quality. Customer Satisfaction cannot act as an Intervening
variable on the effect of Price and Service Quality on Customer Loyalty.

Keywords: Price, Service Quality, Customer Loyalty, Customer Satisfaction
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