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ABSTRAK 

 

Penelitian ini bertujuan menganalisis pengaruh Customer 

Satisfaction dan Brand Image terhadap Word Of MouthmelaluiCustomer 

Loyalty pada Handphone Xiaomi di Surabaya. Di era Technology yang 

semakin maju, perusahaan dituntut untuk memberikan kepuasan  dan 

menjaga citra merek agar tetap baik sehingga membuat konsumen menjadi 

loyal dan akan merekomendasikan produk Xiaomi dari mulut ke mulut ke 

orang sekitarnya. 

Teknik pengambilan sampel yang digunakan adalah non probability 

sampling dengan cara purposive sampling. Sampel yang digunakan dalam 

penelitian ini sebesar 120 responden. Karakterstik responden dalam 

penelitian ini adalah responden yang pernah memilikiki Handphone Xiaomi 

dan berdomisili Surabaya. Data dikumpulkan menggunakan kuesioner. 

Teknik analisis data yang digunakan adalah analisis SEM dengan program 

LISREL. 

Hasil penelitian membuktikan bahwa Customer Satisfaction dan 

Brand Image memiliki pengaruh terhadap Customer Loyalty.Customer 

Loyalty memiliki pengaruh terhadap Word Of Mouth. Customer Satisfaction 

dan Brand Image memiliki pengaruh terhadap Word Of Mouth melalui 

Customer Loyalty. 

 

Kata Kunci: Customer Satisfaction, Brand Image,Customer Loyalty, 

Word Of Mouth  
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ABSTRACT 

 

 This study aims to analyze the effect of Customer Satisfaction 

and Brand Image on Word of Mouth through Customer Loyalty on Xiaomi 

Mobile in Surabaya. In the increasingly advanced technology era, 

companies are required to provide satisfaction and maintain a good brand 

image so that consumers become loyal and will recommend Xiaomi 

products by word of mouth to those around them. 

 The sampling technique used is non probability sampling by 

means of purposive sampling. The sample used in this study was 120 

respondents. Characteristics of respondents in this study are respondents 

who have had Xiaomi Mobile and are domiciled in Surabaya. Data was 

collected using a questionnaire. The data analysis technique used is SEM 

analysis with the LISREL program. 

 The results of the study prove that Customer Satisfaction and 

Brand Image have an influence on Customer Loyalty. Customer Loyalty has 

an influence on Word of Mouth. Customer Satisfaction and Brand Image 

have an influence on Word of Mouth through Customer Loyalty. 

. 

Keywords: Customer Satisfaction, Brand Image,Customer Loyalty, Word 

Of Mouth 

 


