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ABSTRAK

Nariyah Alya, 20042010045, Pengaruh Kualitas Produk, Citra Merek, dan
Kepercayaan Konsumen Terhadap Loyalitas Konsumen Make Over (Studi
Pada Mahasiswi Universitas Pembangunan Nasional “Veteran” Jawa Timur
yang menerapkan Foundation Make Over)

Penelitian ini mengkaji pengaruh kualitas produk, citra merek, dan kepercayaan
konsumen terhadap loyalitas konsumen mahasiswi UPN "Veteran" Jawa Timur
dalam menerapkan foundation Make Over. Penelitian ini menggunakan desain
kuantitatif asosiatif dengan instrumen kuesioner yang disebarkan kepada 100
responden yang dipilih menggunakan teknik purposive sampling. Data dianalisis
menggunakan regresi linier berganda, uji asumsi klasik, uji validitas dan reliabilitas,
uji F, uji t, serta koefisien determinasi pada taraf signifikansi 5%. Hasil penelitian
menunjukkan bahwa kualitas produk, citra merek, dan kepercayaan konsumen
secara simultan berpengaruh signifikan terhadap loyalitas konsumen (F = 42,560;
p <0,001). Secara parsial, kualitas produk (t =3,359; p = 0,001) dan citra merek (t
= 4,747; p < 0,001) masing-masing berpengaruh positif dan signifikan. Namun,
kepercayaan konsumen tidak berpengaruh signifikan terhadap loyalitas konsumen
(t=10,563; p=0,575). Citra merek merupakan prediktor yang paling dominan dalam
model. Model regresi mampu menjelaskan 57,1% variasi loyalitas konsumen (R2
= 0,571), sedangkan sisanya sebesar 42,9% dipengaruhi oleh faktor lain di luar
model. Hasil ini menunjukkan bahwa loyalitas konsumen produk foundation
didorong kuat oleh reputasi merek dan performa kualitas fisik produk dibandingkan
aspek kepercayaan emosional semata.

Kata Kunci: Kualitas Produk, Citra Merek, Kepercayaan Konsumen, Loyalitas
Konsumen
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ABSTRACT

THE EFFECT OF PRODUCT QUALITY, BRAND IMAGE, AND
CONSUMER TRUST ON CONSUMER LOYALTY TO MAKE OVER

(A Study of Female Students at the Veteran National Development University
in East Java who use Make Over Foundation)

This study examines the effect of product quality, brand image, and consumer trust
on the consumer loyalty of female students at UPN "Veteran" East Java towards
using Make Over foundation. The research employed a quantitative associative
design and used a questionnaire distributed to 100 respondents selected through a
purposive sampling technique. The data were analyzed using multiple linear
regression, classical assumption tests, validity and reliability tests, the F test, the t
test, and the coefficient of determination at a 5% significance level. The findings
indicate that product quality, brand image, and consumer trust simultaneously have
a significant effect on consumer loyalty (F = 42.560; p < 0.001). Partially, product
quality (t = 3.359; p = 0.001) and brand image (t = 4.747; p < 0.001) each have a
positive and significant effect. Conversely, consumer trust does not exhibit a
significant impact on consumer loyalty (t = 0.563; p = 0.575). Brand image is the
most dominant predictor in the model. The regression model explains 57.1% of the
variance in consumer loyalty (R2 = 0.571), while the remaining 42.9% is influenced
by other factors outside the model. These results show that foundation cosmetics
consumer loyalty is highly shaped by brand reputation and product quality
performance rather than purely emotional trust factors.

Keywords: Product Quality, Brand Image, Consumer Trust, Consumer Loyalty
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