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ABSTRAK 

 

Penelitian ini bertujuan menganalisis Pengaruh Brand Image 

dan Service Quality terhadap Customer Loyalty melalui Customer 

Trust pada pelanggan Bioskop The Premiere XXI di Surabaya. Pada 

pasar dengan persaingan yang semakin kompetitif sekarang, 

perusahaan dituntut untuk memberikan citra merek yang baik dan 

memaksimalkan kualitas pelayanan dengan baik agar pelanggan 

percaya, dan tentunya pelanggan dapat menjadi loyal pada 

perusahaan.  

Teknik pengambilan sampel yang digunakan adalah non 

probability sampling dengan cara purposive sampling. Sampel yang 

digunakan dalam penelitian ini sebesar 150 responden. Karakteristik 

responden dalam penelitian ini adalah responden yang pernah 

menonton di bioskop The Premiere Surabaya dalam 6 bulan terakhir 

minimal 2 kali dan minimal berusia 17 tahun. Data dikumpulkan 

menggunakan kuesioner. Teknik analisis data yang digunakan adalah 

analisis SEM dengan program LISREL. 

Hasil penelitian membuktikan bahwa Brand Image memiliki 

pengaruh terhadap Customer Trust, Service Quality memiliki 

pengaruh terhadap Customer Trust, Customer Trust memiliki 

pengaruh terhadap Customer Loyalty, Brand Image memiliki 

pengaruh terhadap Customer Loyalty melalui Customer Trust, dan 

Service Quality memiliki pengaruh terhadap CustomerLoyalty 

melalui Customer Trust. 

 

Kata Kunci: Brand Image, Service quality, Customer Trust, 

Customer Loyalty 
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ABSTRACT 

 

 

This study aims to analyze the Influence of Brand Image and 

Service Quality to Customer Loyalty through Customer Trust to 

customers of The Premiere XXI Cinema in Surabaya. In a market 

with increasingly an brand image and maximize the service quality 

well in order to customers trust, and of course customers can be 

loyal to the company. 

The sampling technique used is non probability sampling by 

purposive sampling. The sample used in this research is 150 

respondents. Characteristics of respondents in this study were 

respondents who had watched in The Premiere Surabaya cinema in 

the last 6 months at least 2 times and at least 17 years old. Data 

were collected using questionnaires. Data analysis technique used is 

SEM analysis with LISREL program. 

The results of the research prove that Brand Image has 

influence to Customer Trust, Service Quality has influence to 

Customer Trust, Customer Trust has influence to Customer Loyalty, 

Brand Image has influence to Customer Loyalty through Customer 

Trust, and Service Quality has influence to CustomerLoyalty through 

Customer Trust. 

 

Keyword: Brand Image, Service quality, Customer Trust, 

Customer Loyalty 

 
  


