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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui pengaruh service 

quality, service innovation, dan brand image terhadap customer loyalty 

dengan customer satisfaction sebagai mediasi. Penelitian ini menggunakan 

teknik analisis Structural Equation Modeling (SEM). Obyek dari penelitian 

ini adalah konsumen dari Maskapai Penerbangan Garuda Indonesia di 

surabaya dengan jumlah sampel sebanyak 150 responden.  

Hasil Penelitian ini membuktikan : (1) service quality berpengaruh 

terhadap customer satisfaction, (2) service innovation berpengaruh terhadap 

customer satisfaction, (3) brand image berpengaruh terhadap customer 

satisfaction, (4) service quality berpengaruh terhadap customer loyalty 

melalui customer satisfaction, (5) service innovation berpengaruh terhadap 

service quality melalui customer satisfaction, (6) brand image berpengaruh 

terhadap customer loyalty melalui customer satisfaction, (7) customer 

satisfaction berpengaruh terhadap customer loyalty. 

 

Kata Kunci : service quality, service innovation, brand image, 

customer satisfaction, and  customer loyalty. 
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ABSTRACT 

The aims of this study is to determine the effect of service quality, 

service innovation, brand image toward customer loyalty and customer 

satisfaction as mediation. This study uses analysis techniques Structural 

Equation Modeling (SEM). The object of this study are consumers of 

Garuda Indonesia airlines in Surabaya, with total samples of 150 

respondents. 

 The results of this study showed: (1) service quality has an effect 

on customer satisfaction, (2) service innovation has an effect on customer 

satisfaction, (3) brand image has influence on customer satisfaction, (4) 

service quality has influence on customer loyalty through customer 

satisfaction, (5) service innovation has influence on customer loyalty 

through customer satisfaction, (6) brand image has an effect on customer 

loyalty through customer satisfaction, (7) customer satisfaction has an 

effect on customer loyalty. 

 

Key Words  : service quality, service innovation, brand image, 

customer satisfaction, and customer loyalty. 

 

 


