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PENGARUH PRODUCT QUALITY DAN BRAND IMAGE
TERHADAP CUSTOMER LOYALTY MELALUI CUSTOMER

SATISFACTION PRODUK SAMSUNG ANDROID DI
SURABAYA

ABSTRAK

Era globalisasi saat ini ditandai dengan berkembang pesatnya
teknologi dan salah satunya adalah teknolohi komunikasi. Pada saat ini
pula masyarakat di Indonesia, khususnya di wilayah Surabaya ini
memiliki gaya hidup (life style) sangat tinggi, diantaranya sangat
antusias untuk mengikuti produk yang sedang trend yaitu dengan
memakai smartphone Android, yang salah satu mereknya adalah
Samsung. Penelitian ini bertujuan untuk mengetahui pengaruh product
quality dan brand image terhadap customer loyalty melalui customer
satisfaction produk Samsung Android di Surabaya.

Teknik pengambilan sampel yang digunakan adalah non
probability sampling dengan cara purposive sampling. Sampel yang
digunakan dalam penelitian ini sebesar 150 orang pengguna Samsung
Android di Surabaya. Teknik analisis data yang digunakan adalah
Struktural Equation Modeling (SEM) dengan menggunakan program
LISREL 9.10. Hasil dari penelitian ini menunjukkan bahwa product
quality tidak berpengaruh secara positif dan signifikan terhadap
customer loyalty melalui customer satisfaction. Brand image
berpengaruh secara positif dan signifikan terhadap customer
satisfaction, namun brand image tidak berpengaruh secara positif dan
signifikan terhadap customer loyalty melalui customer satisfaction.
Maka diperlukan respesifikasi model, dengan hasil product quality
berpengaruh terhadap brand image, customer satisfaction, dan customer
loyalty, brand image berpengaruh berpengaruh terhadap customer
satisfaction dan customer loyalty, dan customer satisfaction
berpengaruh terhadap customer loyalty.

Kata Kunci: Product Quality, Brand Image, Customer Satisfaction,
Customer Loyalty, Respesifikasi Model.
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THE EFFECTS OF PRODUCT QUALITY AND BRAND
IMAGE ON CUSTOMER LOYALTY THROUGH

CUSTOMER SATISFACTION SAMSUNG ANDROID
PRODUCT IN SURABAYA

ABSTRACT

The era of globalization is characterized by the rapid growth
of technology and one of them is teknolohi communication. At this time
also the people in Indonesia, particularly in the area of Surabaya has a
lifestyle (life style) is very high, very enthusiastic to participate in such
products is a trend that is using Android smartphones, which one brand
is Samsung. This study aims to determine the effect of product quality
and brand image of the customer loyalty through customer satisfaction
Samsung Android product in Surabaya.

The sampling technique used is non probability sampling with
purposive sampling. The sample used in this study of 150 users of the
Samsung Android in Surabaya. Data analysis technique used is
Structural Equation Modeling (SEM) using program LISREL 9.10. The
results of this study indicate that the product quality is not positive and
significant impact on customer loyalty through customer satisfaction.
Brand image and significant positive effect on customer satisfaction,
brand image but does not affect in a positive and significant impact on
customer loyalty through customer satisfaction. It is necessary
respesifikasi models, with the results of product quality affect the brand
image, customer satisfaction, and customer loyalty, brand image
influential effect on customer satisfaction and customer loyalty, and
customer satisfaction effect on customer loyalty.

Keywords: Product Quality, Brand Image, Customer Satisfaction,
Customer Loyalty, Model Respesification.


