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Penelitian ini bertujuan untuk mengetahui : 1) pengaruh kualitas pelayanan
terhadap loyalitas pelanggan. 2) pengaruh digital marketing terhadap loyalitas
pelanggan. 3) pengaruh harga terhadap loyalitas pelanggan. 4) pengaruh lokasi
terhadap loyalitas pelanggan. 5) pengaruh kepuasan pelanggan terhadap loyalitas
pelanggan. 6) pengaruh kualitas pelayanan terhadap kepuasan pelanggan. 7)
pengaruh digital marketing terhadap kepuasan pelanggan. 8) pengaruh harga
terhadap kepuasan pelanggan. 9) pengaruh lokasi terhadap kepuasan pelanggan.
Teknik pengambilan sampel menggunakan teknik purposive sampling. Data
diperoleh dengan membagikan kuesioner kepada pelanggan telah menggunakan
jasa The Chapter Barbershop minimal dua kali selama tahun 2024 dan mengetahui
digital marketing yang digunakan oleh barbershop. Teknik analisis data
yang digunakan adalah Partial Least Square - Structural Equation Modeling (PLS-
SEM) dengan bantuan software SmartPLS. Hasil penelitian menunjukkan bahwa
kualitas pelayanan, digital marketing, harga, dan lokasi berpengaruh positif
terhadap kepuasan pelanggan. Kepuasan pelanggan terbukti memiliki pengaruh
signifikan terhadap loyalitas pelanggan. Selain itu, kepuasan pelanggan juga
memediasi hubungan antara variabel kualitas pelayanan, digital marketing, harga,
dan lokasi terhadap loyalitas pelanggan.
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This study aims to determine: (1) the influence of service quality on customer
loyalty (2) the influence of digital marketing on customer loyalty (3) the influence
of price on customer loyalty (4) the influence of location on customer loyalty (5)
the influence of customer satisfaction on customer loyalty (6) the influence of
service quality on customer satisfaction (7) the influence of digital marketing on
customer satisfaction (8) the influence of price on customer satisfaction (9) the
influence of location on customer satisfaction. The sampling technique used in this
study was purposive sampling. Data were collected by distributing questionnaires
to customers who had used the services of The Chapter Barbershop at least twice
during 2024 and were familiar with the digital marketing strategies implemented
by the barbershop. Data analysis was conducted using Partial Least Squares—
Structural Equation Modeling (PLS-SEM) with the assistance of SmartPLS
software. The results indicate that service quality, digital marketing, price, and
location have a positive influence on customer satisfaction. Furthermore, customer
satisfaction significantly affects customer loyalty and serves as a mediating variable
in the relationship between service quality, digital marketing, price, and location
with customer loyalty.
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