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ABSTRAK

Penelitian ini bertujuan untuk: (1) mengetahui pengaruh brand image terhadap loyalitas
pelanggan, (2) mengetahui pengaruh brand trust terhadap loyalitas pelanggan, (3) mengetahui
pengaruh brand image terhadap kepuasan pelanggan, (4) mengetahui pengaruh brand trust
terhadap kepuasan pelanggan, (5) mengetahui pengaruh kepuasan pelanggan terhadap loyalitas
pelanggan, (6) mengetahui pengaruh brand image terhadap loyalitas yang dimediasi oleh
kepuasan pelanggan, (7) mengetahui pengaruh brand trust terhadap loyalitas pelanggan yang
dimediasi oleh kepuasan pelanggan. Penelitian ini dilakukan pada pelanggan produk Somethinc
di kota malang dengan jumlah responden 120 orang. Teknik sampling penelitian ini
menggunakan probabilty sampling dengan cara non probability sampling. Teknik
pengumpulan ~data dalam penelitian ini- menggunakan kuesioner. Teknik analisis data
menggunakan Process Macro Hayes dengan alat SPSS 25. Hasil penelitian ini adalah : (1)
brand image berpengaruh positif dan signifikan terhadap loyalitas pelanggan, (2) brand trust
berpengaruh positif dan signifikan terhadap loyalitas pelanggan, (3) brand image berpengaruh
positif dan signifikan terhadap kepuasan pelanggan, (4) brand trust berpengaruh positif dan
signifikan terhadap kepuasan pelanggan, (5) kepuasan pelanggan berpengaruh positif dan
signifikan terhadap loyalitas pelanggan, (6) kepuasan pelanggan dapat memediasi pengaruh
brand image terhadap loyalitas pelanggan, (7) kepuasan pelanggan dapat memediasi pengaruh
brand trust terhadap loyalitas pelanggan.

Kata Kunci — Brand Image, Brand Trust, Kepuasan Pelanggan, Loyalitas Pelanggan
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ABSTRAK

This study aims to: (1) determine the effect of brand image on customer loyalty, (2) determine
the effect of brand trust on customer loyalty, (3) determine the effect of brand image on
customer satisfaction, (4) determine the effect of brand trust on customer satisfaction, ( 5)
knowing the effect of customer satisfaction on customer loyalty, (6) knowing the effect of brand
image on loyalty mediated by customer satisfaction, (7) knowing the effect of brand trust on
customer loyalty mediated by customer satisfaction. This research was conducted on customers
of Somethinc products in Malang city, with a total of 120 respondents. The sampling technique
for this research uses probability sampling using non-probability sampling. Data collection
techniques in this study using a questionnaire. The data analysis technique uses Process Macro
Hayes with SPSS 25. The results of this study are: (1) brand image has a positive and significant
effect on customer loyalty, (2) brand trust has a positive and significant effect on customer
loyalty, (3) brand image has a positive effect and significant to customer satisfaction, (4) brand
trust has a positive and significant effect on customer satisfaction, (5) customer satisfaction
has a positive and significant effect on customer loyalty, (6) customer satisfaction can mediate
the effect of brand image on customer loyalty, (7) satisfaction customers can mediate the
influence of brand trust on customer loyalty.

Keywords — Brand Image, Brand Trust, Customer Satisfaction, Customer Loyalty
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