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ABSTRAK 

 

Marshanda Laura Gusti Cantika, 22042010138, Pengaruh Service Quality, 

Customer Satisfaction, dan Brand Image terhadap Customer Loyalty pada 

Pengguna Layanan SUB Co Coworking Space Surabaya 

 

Penelitian ini bertujuan untuk menganalisis pengaruh service quality, customer 

satisfaction, dan brand image terhadap customer loyalty pada pengguna layanan 

SUB Co, ruang kerja bersama yang dirancang untuk mendukung pekerja kreatif 

yang membutuhkan ruang untuk berkolaborasi. Pasca pandemi COVID-19, gaya 

bekerja dari rumah atau work from home menjadi tren bekerja baru yang diadaptasi 

oleh perusahaan. Namun, tidak semua pekerja memiliki ruang bekerja yang layak 

di tempat tinggal mereka. SUB Co hadir sebagai coworking space dengan berbagai 

fasilitas menarik yang bisa menjadi solusi atas permasalahan tersebut. Penelitian ini 

menggunakan pendekatan kuantitatif dengan penyebaran kuesioner kepada 100 

responden yang telah menggunakan jasa layanan SUB Co minimal dua kali. Teknik 

pengambilan sampel menggunakan purposive sampling dan metode analisis yang 

digunakan adalah regresi linear berganda melalui SPSS. Hasil penelitian 

menunjukkan bahwa service quality, customer sartisfaction, dan brand image 

secara parsial maupun simultan berpengaruh signifikan terhadap customer loyalty. 

 

Kata Kunci: Service Quality, Customer Satisfaction, Brand Image, Customer 

Loyalty  
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ABSTRACT 

 

Marshanda Laura Gusti Cantika, 22042010138, The Influence of Service 

Quality, Customer Satisfaction and Brand Image on Customer Loyalty Among 

Users of SUB Co Coworking Space Surabaya 

 

This study aims to analyze the influence of service quality, customer satisfaction, 

and brand image on customer loyalty among users of SUB Co, a coworking space 

designed to support creative professionals who need a space to collaborate. 

Following the COVID-19 pandemic, working from home has become a new work 

trend adopted by companies. However, not all workers have a suitable workspace 

in their homes. SUB Co serves as a coworking space with various attractive 

facilities that can provide a solution to this problem. This study employs a 

quantitative approach, distributing a questionnaire to 100 respondents who have 

used SUB Co’s services at least twice. The sampling technique utilized purposive 

sampling, and the analysis method employed multiple linear regression via SPSS. 

The results indicate that service quality, customer satisfaction, and brand image 

have a significant influence on customer loyalty, both individually and collectively. 

 

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