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PENGARUH KUALITAS PRODUK DAN CITRA MEREK TERHADAP
LOYALITAS MEREK DENGAN KEPUASAN PELANGGAN SEBAGAI
MEDIASI
(Studi pada Pelanggan Smartphone Samsung)

Tya Imania Azis! , Rohmat Dwi Jatmiko? , Yulist Rima Fiandari’
Program Studi Manajemen, Universitas Muhammadiyah Malang, Indonesia
E-mail: tyaimania07@gmail.com

ABSTRAK

Penelitian ini bertujuan untuk menguji pengaruh kualitas produk dan citra merek
terhadap loyalitas merek dengan kepuasan pelanggan sebagai variabel mediasi pada
pelanggan smartphone Samsung. Sampel sebanyak 246 responden dipilih
menggunakan teknik purposive sampling dengan kriteria responden berdomisili di
Kota Malang dan telah membeli smartphone Samsung di toko Meteor Cell atau
Erafone pada bulan April sampai dengan Juni 2025. Hasil analisis menunjukkan
bahwa kualitas produk dan citra merek berpengaruh positif dan signifikan terhadap
loyalitas merek, serta kepuasan pelanggan mampu memediasi hubungan tersebut.
Penelitian ini dapat menjadi bahan evaluasi bagi Samsung dalam meningkatkan
kualitas produk  dan citra merek ~guna ~memperkuat kepuasan dan
loyalitas pelanggan.

Kata Kunci: Loyalitas Merek, Kualitas Produk, Citra Merek, Kepuasan Pelanggan
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THE INFLUENCE OF PRODUCT QUALITY AND BRAND IMAGE ON
BRAND LOYALTY WITH CUSTOMER SATISFACTION AS A MEDIATING
VARIABLE
(A Study on Samsung Smartphone Customers)

Tya Imania Azis! , Rohmat Dwi Jatmiko? , Yulist Rima Fiandari’
Management Departement, University of Muhammadiyah Malang, Indonesia
E-mail: tyaimania07@gmail.com

ABSTRACT

This study aims to examine the influence of product quality and brand image on
brand loyalty, with customer satisfaction as a mediating variable among Samsung
smartphone customers. A total of 246 respondents were selected using purposive
sampling with specific criteria: respondents must reside in Malang City and have
purchased a Samsung smartphone from Meteor Cell or Erafone stores during the
period of April to June 2025. The analysis results show that both product quality
and brand image have a positive and significant effect on brand loyalty, and
customer satisfaction is able to mediate these relationships. This research can serve
as an evaluation material for Samsung to improve product quality and brand image
in order to strengthen customer satisfaction and loyalty.

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