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ABSTRAK

Penelitian ini menganalisis pengaruh harga, promosi, dan kualitas pelayanan
terhadap loyalitas konsumen Chatime di Suzuya Binjai. Latar belakang penelitian ini
adalah persaingan ketat di industri minuman kekinian, yang menjadikan loyalitas
konsumen sebagai faktor kunci keberlanjutan bisnis. Pra - survei menunjukkan adanya
tantangan terkait persepsi harga dan kualitas pelayanan yang mendorong penelitian
lebih lanjut.

Penelitian ini menggunakan metode kuantitatif deskriptif. Data dikumpulkan dari
96 responden melalui kuesioner. Teknik analisis yang diterapkan mencakup statistik
deskriptif, uji validitas dan reliabilitas, analisis regresi linier berganda, serta uji
hipotesis (uji — t dan uji — F).

Hasil penelitian menunjukkan bahwa harga, promosi, dan kualitas pelayanan
memiliki pengaruh positif dan signifikan terhadap loyalitas konsumen, baik secara
parsial maupun simultan. Secara khusus, kualitas pelayanan menunjukkan rata — rata
skor tertinggi, mengindikasikan tingkat kepuasan responden yang tinggi. Temuan ini
menegaskan bahwa kombinasi strategi penetapan harga yang kompetitif, promosi yang
efektif, dan fokus pada kualitas pelayanan sangat penting untuk membangun dan
mempertahankan loyalitas pelanggan.

Kata Kunci : Harga, Promosi, Kualitas Pelayanan, Loyalitas Konsumen, Chatime.
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ABSTRACT

This study analyzes the influence of price, promotion, and service quality on
consumer loyalty at Chatime in Suzuya Binjai. The background of this research is the
intense competition in the contemporary beverage industry, which makes consumer
loyalty a key factor in business sustainability. A pre-survey revealed challenges related
to price perceptions and service quality, prompting further research.

This study used a descriptive quantitative method. Data were collected from 96
respondents via questionnaire. The analysis techniques applied included descriptive
statistics, validity and reliability tests, multiple linear regression analysis, and
hypothesis testing (t-test and F-test).

The results indicate that price, promotion, and service quality have a positive and
significant influence on consumer loyalty, both partially and simultaneously.
Specifically, service quality demonstrated the highest average score, indicating a high
level of respondent satisfaction. These findings confirm that a combination of
competitive pricing strategies, effective promotions, and a focus on service quality are
crucial for building and maintaining customer loyalty.

Keywords : Price, Promotion, Service Quality, Consumer Loyalty, Chatime.
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