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ABSTRAK 

 

 

Penelitian ini bertujuan untuk menganalisis pengaruh Green Service Quality, Brand 

Image, dan Persepsi Harga terhadap Loyalitas Pelanggan pada Gold Star Line Ltd. 

Penelitian dilatarbelakangi oleh pentingnya kualitas layanan, citra perusahaan, dan 

persepsi harga dalam mempertahankan loyalitas pelanggan di tengah persaingan 

industri pelayaran dan logistik yang semakin ketat. Penelitian ini menggunakan 

pendekatan kuantitatif dengan teknik purposive sampling. Data diperoleh melalui 

penyebaran kuesioner kepada 120 pelanggan Gold Star Line Ltd yang memenuhi 

kriteria penelitian. Analisis data dilakukan menggunakan metode Partial Least 

Squares Structural Equation Modeling (PLS-SEM) dengan bantuan aplikasi 

SmartPLS 4.0. Hasil penelitian menunjukkan bahwa Green Service Quality, Brand 

Image, dan Persepsi Harga berpengaruh positif dan signifikan terhadap Loyalitas 

Pelanggan. Temuan ini menunjukkan bahwa peningkatan kualitas layanan yang 

ramah lingkungan, citra perusahaan yang baik, serta harga yang sesuai dengan 

manfaat yang diterima pelanggan dapat meningkatkan loyalitas pelanggan terhadap 

perusahaan. Penelitian ini menyimpulkan bahwa Green Service Quality, Brand 

Image, dan Persepsi Harga merupakan faktor penting yang perlu diperhatikan 

perusahaan untuk mempertahankan dan meningkatkan loyalitas pelanggan pada 

Gold Star Line Ltd. 

 

Kata Kunci: Green Service Quality, Brand Image, Persepsi Harga, Loyalitas 

Pelanggan. 
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ABSTRACT 

 

 

This study aims to examine the effects of Green Service Quality, Brand Image, and 

Price Perception on Customer Loyalty at Gold Star Line Ltd. The study is motivated 

by the growing importance of service quality, corporate image, and price 

perception in maintaining customer loyalty amid increasingly intense competition 

in the shipping and logistics industry. This research employed a quantitative 

approach using a purposive sampling technique. Data were collected through 

questionnaires distributed to 120 customers of Gold Star Line Ltd who met the 

established research criteria. The data were analyzed using the Partial Least 

Squares Structural Equation Modeling (PLS-SEM) method with the assistance of 

SmartPLS 4.0 software. The findings reveal that Green Service Quality, Brand 

Image, and Price Perception have a positive and significant effect on Customer 

Loyalty. These results indicate that environmentally friendly service quality, a 

strong corporate image, and prices that are perceived as fair and commensurate 

with the benefits received can enhance customer loyalty toward the company. This 

study concludes that Green Service Quality, Brand Image, and Price Perception 

are important factors that should be considered by companies to maintain and 

improve customer loyalty at Gold Star Line Ltd. 

Keywords: Green Service Quality, Brand Image, Price Perception, Customer 

Loyalty. 
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