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PENGARUH KUALITAS PRODUK DAN CITRA MEREK
TERHADAP KEPUASAN DAN LOYALITAS KONSUMEN
SMARTPHONE SAMSUNG GALAXY DI SURABAYA

ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas
produk dan citra merek terhadap kepuasan dan loyalitas konsumen pada
smartphone Samsung Galaxy di Surabaya dengan menggunakan Structural
Equation Model (SEM) analisis. Penelitian ini merupakan penelitian kausal.
Teknik pengambilan sampel menggunakan non probability sampling
dengan cara purposive sampling. Sampel yang digunakan berjumlah 150
responden. Karakteristik sampel dalam penelitian ini, responden telah
menggunakan smartphone Samsung Galaxy tipe apa pun minimal 1 tahun,
berusia minimal 18 tahun dan berdomisili di Surabaya.

Hasil penelitian ini menunjukkan bahwa Kualitas Produk
berpengaruh positif terhadap Kepuasan Konsumen, Citra Merek
berpengaruh positif terhadap Kepuasan Konsumen, Kepuasan Konsumen
berpengaruh terhadap Loyalitas Konsumen, Kualitas Produk berpengaruh
terhadap Loyalitas Konsumen dan Citra Merek berpengaruh terhadap
Loyalitas Konsumen.

Kata Kunci: Kualitas Produk, Citra Merek, Kepuasan Konsumen,
Loyalitas Konsumen
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THE EFFECT OF PRODUCT QUALITY AND BRAND IMAGE ON
CUSTOMER SATISFACTION AND LOYALTY OF SMARTPHONE
SAMSUNG GALAXY IN SURABAYA

ABSTRACT

This study aims to investigate the influence of the product
quality and brand image of the customer satisfaction and loyalty in the
smartphone Samsung Galaxy in Surabaya by using Structural Equation
Model ( SEM ) analysis. This study is causal. The sampling technique using
a non-probability sampling by purposive sampling. The sample was 150
respondents. Characteristics of the sample in this study, respondents had
used the Samsung Galaxy smartphone of any type at least 1 year, at least 18
years old and live in Surabaya .

These results indicate that Product Quality positive effect on
Customer Satisfaction, Brand Image positive effect on customer satisfaction,
Customer Satisfaction positive effect on Consumer Loyalty, Product
Quality positive effect on Consumer Loyalty and Brand Image positive
effect on Consumer Loyalty.

Keyword: Product Quality, Brand Image, Customer Satisfaction,
Customer Loyalty.
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