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Pengaruh Brand Image dan Service Quality Terhadap Customer Loyalty 

Melalui Customer Satisfaction Produk Simpati Telkomsel Di Surabaya 

 

 

ABSTRAK 

 

Persaingan dibidang telekomunikasi yaitu provider seluler saat ini 

dapat dibilang sangat ketat, berbagai layanan dan konten menarik yang 

diberikan kepada konsumen tidak lain untuk memberikan kepuasan agar 

loyalitas pelanggan dapat terwujud. Inovasi-inovasi yang dilakukan untuk 

memenuhi kebutuhan komunikasi dan gaya hidup diberikan kepada 

pelanggan agar rasa puas terhadap layanan yang diberikan dapat terwujud 

dan juga adanya keinginan untuk memberikan layanan yang berbeda dengan 

pesaing. 

Penelitian ini ingin mengetahui dan menjelaskan pengaruh brand 

image dan service quality terhadap customer loyalty melalui customer 

satisfaction produk Simpati Telkomsel di Surabaya. Teknik analisis data 

yang digunakan adalah SEM (Structural Equation Modelling) dan 

menggunakan program LISREL. 

Penelitian ini mengambil 150 responden sebagai sampelnya yang 

menggunakan provider Simpati, menetap dan berdomisili di kota Surabaya 

serta berusia minimal 18 tahun. 

Hasil penelitian menunjukan adanya pengaruh brand image dan 

service quality terhadap customer loyalty melalui customer satisfaction 

produk Simpati Telkomsel di Surabaya. 
 

Kata kunci: Brand Image; Service Quality;  Customer Satisfaction; 

Customer Loyalty. 
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The Effect of Brand Image and Service Quality on Customer Loyalty 

through Telkomsel Simpati’s Customer Satisfaction Product in Surabaya 

 

ABSTRACT 

 

 Competition in the telecommunications field that is cellular 

providers can currently be considered very tight right now. Many 

interesting services and contents are available to the consumers to give 

them satisfaction in order to gain customer loyalty. Innovations are made to 
fulfill communications need and lifestyle given to the customer so that 

satisfaction towards the given services can be actualized and also to 

differentiate the services from the competitors’. 

 This research aims to know and explain the effect of brand image 

and service quality on customer loyalty through Telkomsel Simpati’s 

customer satisfaction product in Surabaya. The data analyzing techniques 

used in this research are SEM (Structural Equating Modeling) and LISREL 

program. 

 This research takes 150 respondents as a sample. All of them use 

Simpati provider, live in Surabaya and are at least 18 years old. 

 The result from this research show that there is an effect of brand 

image and service quality on customer loyalty through Telkomsel Simpati’s 
customer satisfaction product in Surabaya. 

 

Key words: Brand Image; Service Quality; Customer Satisfaction; 

Customer Loyalty 
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