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ABSTRACT 

MUHAMMAD IQBAL MUSYADDAD, THE INFLUENCE OF BRAND 

IMAGE AND SERVICE QUALITY ON CUSTOMER LOYALTY OF 

COFFEESHOP SINESTESA PATI. 

Along with the development of companies in the field of food and beverages, 

various restaurants and cafes have emerged that are increasingly found in various 

regions. This makes the company must be able to compete with their competitors. 

Companies are required to provide a good image and service in order to meet 

customer expectations. This can affect customer loyalty and can attract new 

customers. 

This study used quantitative methods and the population in this study 

amounted to 60 respondents taken from customers of Sinestesa Pati coffeeshop. The 

analysis methods used are validity tests, reliability tests, classical assumption tests, 

multiple linear analysis and hypothesis tests. The results of this study can be 

concluded that brand image and service quality have a positive effect on customer 

loyalty at Sinestesa Pati coffeeshop. 

In this study, it was found that the brand image variable did not 

simultaneously affect the customer loyalty variable at Sinestesa Pati coffeeshop. In 

contrast to the service quality variable obtained, the result is that the service quality 

variable simultaneously affects the customer loyalty variable at Sinestesa Pati 

coffeeshop. 

As for brand image variables and service quality variables, it was found that 

these two variables had a partial effect on customer loyalty variables at Sinestesa Pati 

coffeeshop. 

Keywords: Brand Image, Service Quality and Customer Loyalty. 
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ABSTRAK 

MUHAMMAD IQBAL MUSYADDAD, PENGARUH CITRA MEREK DAN 

KUALITAS PELAYANAN TERHADAP LOYALITAS PELANGGAN 

COFFEESHOP SINESTESA PATI. 

 Seiring berkembangnya perusahaan dalam bidang makanan dan minuman 

muncul berbagai restoran maupun café yang semakin hari semakin banyak 

ditemui diberbagai daerah. Hal ini membuat perusahaan tersebut harus dapat 

bersaing dengan kompetitor mereka. Perusahaan dituntut untuk memberikan citra 

serta pelayanan yang baik demi memenuhi ekspektasi pelanggan. Hal tersebut 

dapat berpengaruh terhadap keloyalitasan pelanggan serta dapat menarik 

pelanggan baru.  

 Penelitian ini menggunakan metode kuantitatif dan populasi dalam 

penelitian ini berjumlah 60 responden yang diambil dari para pelanggan 

coffeeshop Sinestesa Pati. Metode analisis yang digunakan adalah uji validitas, uji 

reliabilitas, uji asumsi klasik, analisis linier berganda dan uji hipotesa. Hasil dari 

penelitian ini dapat disimpulkan bahwa citra merek dan kualitas pelayanan 

berpengaruh positif terhadap loyalitas pelanggan di coffeeshop Sinestesa Pati. 

 Pada penelitian ini didapat hasil bahwa variabel citra merek tidak 

berpengaruh secara simultan terhadap variabel loyalitas pelanggan di coffeeshop 

Sinestesa Pati. Berbanding terbalik dengan variabel kualitas pelayanan yang 

didapat hasil bahwa variabel kualitas pelayanan berpengaruh secara simultan 

terhadap variabel loyalitas pelanggan di coffeeshop Sinestesa Pati. 

 Sedangkan untuk variabel citra merek dan variabel kualitas pelayanan 

didapat hasil bahwa kedua variabel tersebut berpengaruh secara parsial terhadap 

variabel loyalitas pelanggan di coffeeshop Sinestesa Pati. 

Kata Kunci :  Citra Merek, Kualitas Pelayanan dan Loyalitas Pelanggan. 


