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ABSTRAK 

 

 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan dan harga terhadap 

loyalitas pelanggan melalui kepuasan pelanggan pada usaha Nails Art House of Nails di 

Surabaya. Penelitian menggunakan pendekatan kuantitatif dengan metode survei terhadap 100 

pelanggan yang dipilih secara purposive sampling, dengan pengumpulan data melalui 

kuesioner. Analisis data dilakukan menggunakan metode Partial Least Squares (PLS) 

berbantuan aplikasi SmartPLS untuk menguji pengaruh langsung dan tidak langsung 

antarvariabel. Hasil penelitian menunjukkan bahwa kualitas pelayanan dan harga berpengaruh 

positif dan signifikan terhadap kepuasan pelanggan, serta kepuasan pelanggan berpengaruh 

positif dan signifikan terhadap loyalitas pelanggan. Selain itu, kualitas pelayanan dan harga 

juga terbukti memengaruhi loyalitas pelanggan baik secara langsung maupun melalui 

kepuasan pelanggan sebagai variabel mediasi. Temuan ini menegaskan bahwa peningkatan 

kualitas pelayanan yang konsisten dan penetapan harga yang sesuai dengan persepsi nilai 

pelanggan mampu meningkatkan kepuasan, sehingga berdampak pada terbentuknya loyalitas 

pelanggan House of Nails di Surabaya. 

 

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

Nails Art. 
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ABSTRACT 

 

 

This study aims to analyze the effect of service quality and price on customer loyalty through 

customer satisfaction at the House of Nails Nail Art business in Surabaya. The study employed 

a quantitative approach using a survey method involving 100 customers selected through 

purposive sampling, with data collected via structured questionnaires. Data analysis was 

conducted using the Partial Least Squares (PLS) method with the assistance of SmartPLS 

software to examine both direct and indirect effects among the research variables. The results 

indicate that service quality and price have a positive and significant effect on customer 

satisfaction, while customer satisfaction has a positive and significant effect on customer 

loyalty. Furthermore, service quality and price also significantly influence customer loyalty 

both directly and indirectly through customer satisfaction as a mediating variable. These 

findings confirm that consistent improvements in service quality and appropriate pricing 

aligned with customers’ perceived value can enhance customer satisfaction, which in turn 

fosters customer loyalty at House of Nails in Surabaya. 

 

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