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PENGARUH CITRA MEREK DAN KOMITMEN PELANGGAN
TERHADAP LOYALITAS PELANGGGAN MOTOR
HONDA DI SURABAYA

ABSTRAK

Selama beberapa tahun terakhir ini, pengguna motor di Indonesia
semakin meningkat. Hal ini berarti banyak masyarakat Indonesia yang
membeli motor. PT. Astra Honda Motor sebagai salah satu perusahaan yang
memproduksi motor di Indonesia menduduki peringkat penjualan nomor
satu. Penelitian yang dilakukan ini bertujuan untuk mengetahui pengaruh
citra merek dan komitmen pelanggan terhadap loyalitas pelanggan motor
Honda di Surabaya. Penelitian ini menggunakan metode Structural
Equation Modeling (SEM). Teknik pengambilan sampel dalam penelitian
ini menggunakan purposive sampling. Sampel yang digunakan dalam
penelitian ini sebesar 150 responden. Karakteristik sampel dalam penelitian
ini yaitu para pengguna motor Honda di Surabaya yang telah membeli
motor Honda lebih dari satu kali, secara berurutan.

Hasil penelitian menunjukkan bahwa citra merek berpengaruh
signifikan dan positif terhadap komitmen pelanggan, komitmen pelanggan
berpengaruh signifikan dan positif terhadap loyalitas pelanggan, dan citra
merek berpengaruh signifikan dan positif terhadap loyalitas pelanggan.
Hasil ini diperkuat dengan hasil uji validitas, reliabilitas, dan pengujian
kecocokan model pada masing-masing indikator pada setiap variabel.

Kata kunci: Citra Merek, Komitmen Pelanggan, Loyalitas Pelanggan
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THE IMPACT OF BRAND IMAGE AND CUSTOMERS
COMMITMENT ON LOYALTY TOWARD HONDA
MOTORCYCLE IN SURABAYA

ABSTRACT

Over the past few years, the number of motorcycle riders in
Indonesia was steadily increasing. This means a large number of
Indonesians are buying their motorcycle from PT Astra Honda Motor,
which is the number one top-selling brand of motorcycle in Indonesia. This
research was done in order to figure out the impact of brand image and
customers’ commitment on loyalty toward Honda motorcycle in Surabaya.
This research was conducted with the Structural Equation Modeling (SEM)
methodology. Purposive sampling technique was used for gathering the
sample data on this research. The sample on this research is represented by
150 respondents. The characteristic of the sample in this research is those
who ride Honda motorcycle in Surabaya and have bought Honda
motorcycle more than once, consecutively

The result of the research shows that brand image have a
significant positive impact toward customers commitment, customers
commitment mattered significantly and positively on customers loyalty, and
brand image contributed positively and significantly toward customers
loyalty. These findings are supported by validity, and reliability test result,
along with the model fitness test on each indicators on every variables

Key words: Brand Image, Customers Commitment, Customers Loyalty
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