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ABSTRAK 

Lauda Gaby Violeta, 19042010155, Pengaruh Brand Image dan Customer 

Experience Melalui Customer Satisfaction sebagai Variabel Intervening 

Terhadap Customer Loyalty (Studi Pada Mcdonald’s Rungkut di Surabaya) 

McDonald’s merupakan salah satu restoran cepat saji yang terkenal dan 

menggelobal di dunia. McDonald’s memiliki lebih dari 200 gerai yang tersebar di 

berbagai kota di Indonesia. McDonald’s memiliki berbagai macam produk yang 

kekinian dengan memanfaatkan kecanggihan teknologi dalam mengeluarkan 

produk baru yang sesuai trend saat ini menjadi ciri khas sebagai pembeda dari 

produk pesaing. Penelitian ini dilakukan untuk mengetahui pengaruh brand image 

dan customer experience melalui customer satisfaction sebagai variabel intervening 

terhadap customer loyalty pada McDonald’s Rungkut di Surabaya. Teknik 

pengambilan sampel menggunakan non-probability sampling dengan jumlah 

sampel 100 responden. Analisis data menggunakan Partial Least SquareStructural 

Equation Modeling (PLS-SEM) dengan software SmartPLS 4.0. Hasil dari 

penelitian ini menunjukkan bahwa brand image dan customer experience 

berpengaruh positif dan signifikan terhadap customer satisfaction; brand image, 

customer experience, dan customer satisfaction berpengaruh positif dan signifikan 

terhadap customer loyalty; secara tidak langsung brand image dan customer 

experience berpengaruh positif dan signifikan melalui customer satisfaction 

terhadap customer loyalty. 

Kata Kunci : brand image, customer experience, customer satisfaction, customer 

loyalty 
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ABSTRACT 

Lauda Gaby Violeta, 19042010155, The Influence Of Brand Image and 

Customer Experience Through Customer Satisfaction as an Intervening 

Variable On Customer Loyalty (Study On Mcdonald's Rungkut in Surabaya) 

McDonald's is one of the most famous and globalized fast food restaurants in the 

world. McDonald's has more than 200 outlets spread across various cities in 

Indonesia. McDonald's has a variety of contemporary products by utilizing 

sophisticated technology in releasing new products that are in accordance with 

current trends, which are characteristic as a differentiator from competing 

products. This research was conducted to determine the effect of brand image and 

customer experience through customer satisfaction as an intervening variable on 

customer loyalty at McDonald's Rungkut in Surabaya. The sampling technique used 

non-probability sampling with a sample of 100 respondents. Data analysis used 

Partial Least Square-Structural Equation Modeling (PLS-SEM) with SmartPLS 4.0 

software. The results of this study indicate that brand image and customer 

experience have a positive and significant effect on customer satisfaction; brand 

image, customer experience, and customer satisfaction have a positive and 

significant effect on customer loyalty; indirectly brand image and customer 

experience have a positive and significant effect through customer satisfaction on 

customer loyalty. 

Keywords : brand image, customer experience, customer satisfaction, customer 

loyalty 
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