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ABSTRAK

Studi ini bermaksud guna mengetahui apakah terdapat pengaruh pengaruh kualitas
pelayanan dan citra merek melalui kepuasaan pelanggan sebagai variable
intervening terhadap loyalitas pelanggan pada pelanggan gojek di kota surabaya.
Jenis penelitiannya kuantitatif, dan teknik pengumpulan datanya metode
kuesioner. Populasi dalam penelitian ini yang menjadi target populasi adalah
masyarakat Surabaya yang pernah menggunakan aplikasi layanan gojek. jumlah
sampel yang digunakan dalam ini sebanyak 96 responden dan untuk hasil yang
representative, maka peneliti mengambil 100 responden. Hasil studi
mengindikasikan bahwasannya Kualitas Pelayanan berpengaruh signifikan
terhadap kepuasan pelanggan citra merek berpengaruh signifikan terhadap
kepuasan pelanggan. Kualitas pelayanan berpengaruh signifikan terhadap loyalitas
pelanggan. Citra merek berpengaruh signifikan terhadap loyalitas pelanggan.
Kepuasan pelanggan berpengaruh signifika terhadap loyalitas pelanggan. Kualitas
pelayanan berpengaruh signifikan terhadap loyalitas. citra merek berpengaruh
signifikan terhadap loyalitas melalui kepuasan pelanggan.

Kata kunci : Citra Merek; Kepuasan Pelanggan; Kualitas Pelayanan; Loyalitas
Pelanggan; Gojek
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ABSRACT

This study intends to find out whether there is an influence on service quality and
brand image through customer satisfaction as an intervening variable on customer
loyalty to gojek customers in the city of Surabaya. The type of research is
quantitative, and the data collection technique is questionnaire method. The
population in this study that became the target population was the people of
Surabaya who had used the gojek service application. the number of samples used
in this was 96 respondents and for representative results, the researchers took 100
respondents. The results of the study indicate that the Quality of Service has a
significant effect on customer satisfaction brand image has a significant effect on
customer satisfaction. The quality of service has a significant effect on customer
loyalty. Brand image has a significant effect on customer loyalty. Customer
satisfaction has a significant effect on customer loyalty. The quality of service has
a significant effect on loyalty. brand image has a significant effect on loyalty
through customer satisfaction.

Keywords : Brand Image; Customer Satisfaction; Customer Loyalty; Gojek;
Quality of Service
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