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ABSTRAK 

 

Penampilan fisik manusia adalah segala sesuatu yang berhubungan dengan 

penampilan luar manusia yang mudah diamati dan dinilai oleh manusia lain. 

Dalam menjaga penampilan dan keindahan fisik, rambut merupakan salah satu 

yang perlu di jaga penampilan dan keindahannya. Penggunaan shampo secara 

rutin merupakan salah satu cara yang digunakan untuk menjaga kebersihan, 

kesehatan dan keindahan rambut. Salah satu shampo yang cukup terkenal akan 

kualitasnya adalah Shampo Pantene dari PT. Procter & Gamble. 

Penelitian ini bertujuan untuk mengetahui pengaruh Product Quality, Brand 

Image, dan Promotion terhadap Customer Satisfaction, Customer Loyalty Pada 

Shampo Pantene di Surabaya. Penelitian ini merupakan penelitian kausal. 

Variabel eksogen yang digunakan adalah Product Quality, Brand Image, dan 

Promotion dan variabel endogen yang digunakan adalah Customer Satisfaction 

dan Customer Loyalty. Sampel yang digunakan dalam penelitian ini sebesar 160 

responden dengan menggunakan teknik pengambilan sampel non-probability 

sampling dengan cara purposive sampling. Teknik analisis data menggunakan 

analisis SEM dengan program LISREL. 

Hasil penelitian membuktikan bahwa Product Quality memiliki pengaruh 

yang signifikan terhadap Customer Satisfaction, Brand Image memiliki pengaruh 

yang signifikan terhadap Customer Satisfaction, Promotion memiliki pengaruh 

yang signifikan terhadap Customer Satisfaction, dan Customer Satisfaction 

memiliki pengaruh yang signifikan terhadap Customer Loyalty. 

 

Kata Kunci: Product Quality, Brand Image, Promotion, Customer Satisfaction, 

Customer Loyalty 
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ABSTRACT 

 

 

 Human physical appearance is everything that is related to the external 

appearance of humans that is easily observed and assessed by other humans. In 

maintaining physical appearance and beauty, hair is one that needs to be 

preserved in appearance and beauty. The use of shampoo regularly is one way 

that is used to maintain cleanliness, health and beauty of hair. One of the 

shampoo that are well known for their quality is Pantene Shampoo from PT. 

Procter & Gamble. 

 This study aims to determine the effect of Product Quality, Brand Image, 

and Promotion on Customer Satisfaction, Customer Loyalty at Pantene Shampoo 

in Surabaya. This research is a causal study. The exogenous variables used are 

Product Quality, Brand Image, and Promotion and the endogenous variables used 

are Customer Satisfaction and Customer Loyalty. The sample used in this study 

amounted to 160 respondents using a non-probability sampling technique using 

purposive sampling. The data analysis technique uses SEM analysis with the 

LISREL program. 

 The results of the study prove that Product Quality has a significant 

influence on Customer Satisfaction, Brand Image has a significant influence on 

Customer Satisfaction, Promotion has a significant influence on Customer 

Satisfaction, and Customer Satisfaction has a significant effect on Customer 

Loyalty. 

 

Keywords: Product Quality, Brand Image, Promotion, Customer Satisfaction, 

Customer Loyalty 

 

 

 


