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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh dimensi keadilan layanan, 

kewajaran harga, terhadap loyalitas pelanggan melalui kepercayaan sebagai 

variabel intervening. Objek penelitian yang digunakan sebanyak 270 responden 

yang pernah menginap di Hotel Sejahtera. Teknik pengambilan sampel 

menggunakan random sampling melalui instrumen kuesioner. Teknik analisis 

pengujian data menggunakan SEM AMOS. Hasil penelitian menunjukan bahwa 1) 

keadilan distributif berpengaruh positif terhadap loyalitas, 2) keadilan interaksional 

tidak berpengaruh terhadap loyalitas, 3) keadilan prosedural berpengaruh positif 

terhadap loyalitas, 4) kewajaran harga berpengaruh positif terhadap loyalitas, 5) 

keadilan distributif berpengaruh positif terhadap kepercayaan, 6) keadilan 

interaksional berpengaruh positif terhadap kepercayaan, 7) keadilan prosedural 

tidak berpengaruh terhadap kepercayaan, 8) kewajaran harga berpengaruh positif 

terhadap kepercayaan, 9) kepercayaan berpengaruh positif terhadap loyalitas, 10) 

kepercayaan memediasi keadilan distributif terhadap loyalitas, 11) kepercayaan 

memediasi keadilan interaksional terhadap loyalitas, 12) kepercayaan tidak 

memediasi keadilan prosedural terhadap loyalitas,13) kepercayaan memediasi 

kewajaran harga terhadap loyalitas. 

 

Kata kunci: keadilan distributif, keadilan interaksional, keadilan prosedural,  

 kewajaran harga, kepercayaan, loyalitas 
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ABSTRACTION 

 

This objective of this study is to determine the effect of the dimensions of service 

fairness, price fairness, on customer loyalty through trust as an intervening 

variable. The research object used was 270 respondents who had stayed at Hotel 

Sejahtera. The sampling technique used random sampling through a questionnaire 

instrument. Data testing analysis techniques using SEM AMOS. The results showed 

that 1) distributive justice has a positive effect on loyalty, 2) interactional justice 

has no effect on loyalty, 3) procedural justice has a positive effect on loyalty, 4) 

price fairness has a positive effect on loyalty, 5) distributive justice has a positive 

effect on trust, 6) interactional justice has a positive effect on trust, 7) procedural 

justice has no effect on trust, 8) price fairness has a positive effect on trust, 9) trust 

has a positive effect on loyalty, 10) trust mediates distributive justice on loyalty, 11) 

trust mediates interactional justice on loyalty, 12) trust does not mediate 

procedural justice on loyalty, 13) trust mediates price fairness on loyalty. 

 

Keywords : distributive justice, interactional justice, procedural justice, price  

   fairness, trust, loyalty 
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