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ABSTRAK

AISYAH PUTRI YUNAUJI, 19042010047, Pengaruh Persepsi Kualitas dan
Citra Merek Terhadap Loyalitas Melalui Kepuasan Pelanggan Sebagai
Variabel Intervening (Studi Pada Konsumen Pop Mie di Rungkut, Surabaya)

Penelitian ini bertujuan untuk menganalisis pengaruh yang tercipta dari
persepsi kualitas dan citra merek terhadap tingkat loyalitas pelanggan pada produk
Pop Mie yang dimediasi oleh kepuasan pelanggan. Populasi dalam penelitian ini
adalah para konsumen Pop Mie di Rungkut, Surabaya dengan pengambilan
sampel sebanyak 100 responden menggunakan teknik purposive sampling
(kriteria konsumen berusia 17-26 tahun dan berdomisili Rungkut), Surabaya) .
Analisis data menggunakan metode Analisis Jalur (Path Analysis). Hasil analisis
menunjukkan bahwa 1. Persepsi kualitas, Citra Merek dan Kepuasan Pelanggan
berpengaruh secara signifikan terhadap Loyalitas pelanggan, 2. Kepuasan
Pelanggan memediasi pengaruh Persepsi kualitas dan Citra merek berpengaruh
secara signifikan terhadap Loyalitas pelanggan.

Kata Kunci: Persepsi Kualitas, Citra Merek, Kepuasan Pelanggan, Loyalitas
Pelanggan.
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ABSTRACT

AISYAH PUTRI YUNAJI, 19042010047, The Effect Of Perceived Quality and
Brand Image On Loyalty Through Customer Satisfaction As An Intervening
Variable (Study On Pop Mie Cunsumers in Rungkut, Surabaya)

This study aims to analyze the influence created from perceived quality
and brand image on the level of customer loyalty to Pop Mie products which is
mediated by customer satisfaction. The population in this study were Pop Mie
consumers in Rungkut, Surabaya with a sample of 100 respondents using a
purposive sampling technique (consumer criteria aged 17-26 years and domiciled
in Rungkut, Surabaya). Data analysis used the Path Analysis method. The results
of the analysis is that 1. Perceived quality, brand image and customer satisfaction
has a significant effect on customer loyalty, 2. Customer satisfaction mediates the
effect of perceived quality and brand image has a significant effect on customer
loyalty.

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