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ABSTRAK 

SAMSUL MA’ARIF. 20220510255. 2026. “PENGARUH KUALITAS 

PELAYANAN PURNA JUAL, PERSEPSI HARGA DAN KUALITAS 

PRODUK TERHADAP LOYALITAS KONSUMEN DENGAN KEPUASAN 

PELANGGAN SEBAGAI VARIABEL MEDIASI (Survei pada Pengguna 

WiFi PT. AS NET Teknologi Indonesia)”.  Skripsi, Program Studi 

Manajemen. Universitas Kuningan. Pembimbing I: Dr. H. Ayus A. Yusuf, 

M.Si. Pembimbing II: Dr. Tatang Rois, S.E., M.Si. 

 

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh kualitas 

pelayanan purna jual, persepsi harga, dan kualitas produk terhadap loyalitas 

konsumen dengan kepuasan pelanggan sebagai variabel mediasi pada pengguna 

layanan WiFi PT. AS NET Teknologi Indonesia. Penelitian ini menggunakan 

metode kuantitatif dengan pendekatan deskriptif dan verifikatif. Teknik 

pengumpulan data dilakukan melalui penyebaran kuesioner kepada 292 responden 

dengan teknik sampling jenuh. Teknik analisis data menggunakan analisis jalur 

(path analysis) dan uji Sobel dengan bantuan program SPSS. Hasil penelitian 

menunjukkan bahwa kualitas pelayanan purna jual, persepsi harga, dan kualitas 

produk masing-masing berpengaruh positif dan signifikan terhadap kepuasan 

pelanggan maupun loyalitas konsumen. Selain itu, kepuasan pelanggan terbukti 

berpengaruh positif dan signifikan terhadap loyalitas konsumen, serta mampu 

memediasi pengaruh kualitas pelayanan purna jual, persepsi harga, dan kualitas 

produk terhadap loyalitas konsumen pengguna WiFi PT. AS NET Teknologi 

Indonesia. 

 

Kata Kunci: Kualitas Pelayanan Purna Jual, Persepsi Harga, Kualitas 

Produk, Kepuasan Pelanggan, Loyalitas Konsumen. 
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ABSTRACT 

SAMSUL MA’ARIF. 20220510255. 2026. “THE INFLUENCE OF AFTER-

SALES SERVICE QUALITY, PRICE PERCEPTION, AND PRODUCT 

QUALITY ON CONSUMER LOYALTY WITH CUSTOMER SATISFACTION 

AS A MEDIATING VARIABLE (Survey on WiFi Users of PT. AS NET 

Teknologi Indonesia)”. Thesis, Management Study Program. Kuningan 

University. Advisor I: Dr. H. Ayus A. Yusuf, M.Si. Advisor II: Dr. Tatang Rois, 

S.E., M.Si. 

 

This study aims to determine and analyze the influence of after-sales service quality, 

price perception, and product quality on consumer loyalty with customer 

satisfaction as a mediating variable among WiFi users of PT. AS NET Teknologi 

Indonesia. This research uses a quantitative method with a descriptive and 

verificative approach. Data collection was carried out by distributing 

questionnaires to 292 respondents using saturated sampling technique. Data 

analysis techniques used path analysis and the Sobel test with the help of the SPSS 

program. The results showed that after-sales service quality, price perception, and 

product quality each had a positive and significant effect on both customer 

satisfaction and consumer loyalty. In addition, customer satisfaction is proven to 

have a positive and significant effect on consumer loyalty, and is able to mediate 

the effect of after-sales service quality, price perception, and product quality on 

consumer loyalty among WiFi users of PT. AS NET Teknologi Indonesia. 

 

Keywords: After-Sales Service Quality, Price Perception, Product Quality, 

Customer Satisfaction, Consumer Loyalty. 
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