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ABSTRAK

Dalam era globalisasi ini kompetisi bisnis dalam suatu perusahaan semakin
ketat. Indonesia khususnya dalam bisnis persaingan kuliner dimana dituntut dalam
mengembangkan bisnis dan citra merek mereka melalui peningkatan kualitas,
keinovatifan produk serta kualitas pelayanan perusahaan dalam melayani
konsumen sehingga terciptanya kepuasan bagi konsumen yang akan berdampak
loyalitas konsumen dalam suatu merek atau perusahaan.

Penelitian ini bertujuan untuk menganalisis pengaruh Brand Image dan
Service Quality terhadap Customer Loyalty melalui Customer Satisfaction. Objek
penelitian adalah konsumen Rocket Chicken di Surabaya. Jumlah sampel pada
penelitian yang dilakukan yaitu berjumlah 150 responden. Teknik pengambilan
dengan menggunakan purposive sampling dengan data primer. Teknik analisis data
yang digunakan adalah menggunakan SEM (Structural Equation Model) melalui
Software Lisrel.

Hasil penelitian yang dilakukan menunjukkan bahwa Brand Image dan
Service Quality memiliki pengaruh positif terhadap Customer Satisfaction yang
berarti bahwa dengan citra merek yang baik serta kualitas pelayanan yang bagus
akan mencipakan kepuasan bagi konsumen. Customer Satisfaction memiliki
pengaruh positif terhadap Customer Satisfaction. Brand Image dan Service Quality
berpengaruh positif secara langsung terhadap Customer Loyalty. Brand Image dan
Service Quality berpengaruh positif terhadap Customer Loyalty melalui Customer
Satisfaction hal ini menunjukkan bahwa konsumen akan loyal terhadap suatu
merek atau perusahaan ketika konsumen merasa puas terhadap merek atau
perusahaan tersebut.

Kata Kunci: Brand Image, Service Quality, Customer Satisfaction, Customer
Loyalty
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THE INFLUENCE OF BRAND IMAGE AND SERVICE QUALITY ON
CUSTOMER LOYALTY THROUGH CUSTOMER SATISFACTION IN
ROCKET CHICKEN IN SURABAYA

ABSTRACT

In this globalization era, business competition in a company is getting tighter.
Indonesia, especially in the culinary competition business, is required to develop
their business and brand image through quality improvement, product
innovativeness and service quality of companies in serving consumers so as to
create satisfaction for consumers which will impact consumer loyalty in a brand or
company.

This study aims to analyze the effect of Brand Image and Service Quality on
Customer Loyalty through Customer Satisfaction. The object of research is the
consumer of Rocket Chicken in Surabaya. The number of samples in the research
conducted was 150 respondents. The retrieval technique uses purposive sampling
with primary data. The data analysis technique used is to use SEM (Structural
Equation Model) through Lisrel Software.

The results of the research conducted indicate that Brand Image and Service
Quality have a positive influence on Customer Satisfaction, which means that a
good brand image and good service quality will create satisfaction for consumers.
Customer Satisfaction has a positive influence on Customer Satisfaction. Brand
Image and Service Quality have a direct positive effect on Customer Loyalty.
Brand Image and Service Quality have a positive effect on Customer Loyalty
through Customer Satisfaction, this shows that consumers will be loyal to a brand
or company when consumers are satisfied with the brand or company.

Keywords: Brand Image, Service Quality, Customer Satisfaction, Customer
Loyalty
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