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Abstrak 

Amirul Alfi Arkham, 2022. Peran kepuasan pelanggan dalam memediasi 
pengaruh perceived value terhadap loyalitas pelanggan di toko R-Style 
Kota Metro. Skripsi. Program Studi Manajemen. Fakultas Ekonomi dan 
Bisnis. Universitas Muhammadiyam Metro. Pembimbing (I) Dr. H. 
Febriyanto, S.E., M.M. Pembimbing (II) H. Suryadi, S.E., M.M. 

Tujuan penelitian ini ialah untuk mengetahui peran mediasi kepuasan 
pealnggan dalam memediasi perceived value terhadap loyalitas pelanggan. 
Sedangkan desain penelitian menggunakan kuantitatif dengan metode mediasi 
dari analisis jalur, responden yang digunakan dari sampel perhitungan sebanyak 
84 responden selama penelitian 7 hari. Teknik sampling menggunakan purposive 
sampling dan pengambilan data menggunakan angket kuesioner yang diberikan 
kepada konsumen yang sering melakukan transaksi pembelian selama 7 hari 
penelitian tersebut. Alat analisis yang digunakan ialah analisis regresi 
sederahana dan multi regresi ganda dengan keputusan kooefisien analisis jalur 
serta parsial t dan kooefisien determinasi. 

 Hasil riset membuktikan bahwa nilai persepsi dari kepuasan pelanggan 
yang merupakan serangkaian nilai yang dirasakan oleh pelanggan dari suatu 
model atau produk yang kemudian dijadikan suatu bahan evaluasi sehingga 
pelanggan memiliki komitmen tertentu dalam perilaku pembeliannya, maka 
respon emosional berupa perasaan senang dan lega karena telah tercukupi atau 
terpenuhi hasrat hatinya setelah melakukan pembelian suatu produk/jasa. 

Kata kunci: kepuasan pelanggan, perceived value, loyalitas pelanggan. 

 

  



 
 

Abstract 

 

Amirul Alfi Arkham, 2022. The role of customer satisfaction in mediating the effect 
of perceived value on customer loyalty at the Metro City R-Style store. 
Thesis. Management Studies Program. Faculty of Economics and 
Business. Muhammadiyam Metro University. Supervisor (I) Dr. H. 
Febriyanto, S.E., M.M. Supervisor (II) H. Suryadi, S.E., M.M. 

The purpose of this study was to determine the mediating role of customer 
satisfaction in mediating perceived value on customer loyalty. While the research 
design uses quantitative mediation methods from path analysis, the respondents 
used from the calculation sample are 84 respondents during the 7-day study. The 
sampling technique used purposive sampling and data collection using a 
questionnaire questionnaire given to consumers who frequently made purchase 
transactions during the 7 days of the study. The analytical tools used are simple 
regression analysis and multiple multiple regression with the path analysis 
coefficient decision and partial t and the coefficient of determination. 

The results of the research prove that the perceived value of customer 
satisfaction is a series of values felt by customers from a model or product which 
is then used as an evaluation material so that customers have a certain 
commitment in their buying behavior, then the emotional response is a feeling of 
pleasure and relief because it has been fulfilled or fulfilled. desire after making a 
purchase of a product/service. 

Keywords: customer satisfaction, perceived value, customer loyalty. 
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