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ABSTRAK

Pada saat ini kemajuan teknologi telah terjadi di berbagai bidang,
salah satu adalah bidang industri smartphone. Smartphone menawarkan
berbagai fitur-fitur yang dapat memudahkan dalam melakukan komunikasi
dan berbagai aplikasi pendukung. Penelitian ini bertujuan untuk mengetahui
pengaruh Kualitas produk, Citra Merek, Persepsi Harga pada Loyalitas
melalui Kepuasan Pelanggan smartphone.

Obyek penelitian ini adalah seluruh mahasiswa dan mahasiswi
universitas katolik Widya Mandala Surabaya, jumlah sampel yang
digunakan dalam penelitian sebanyak 150 responden. Dilakukan analisis
menggunakan analisis SEM Lisrel versi 87.0. Hasil penelitian menunjukkan
pada hipotesis pertama Kualitas produk memiliki pengaruh positif dan
signifikan terhadap kepuasan pelanggan. Hipotesis kedua Citra Merek
memiliki pengaruh positif dan signifikan terhadap kepuasan pelanggan.
Hipotesis ketiga Persepsi harga memiliki pengaruh positif dan signifikan
terhadap kepuasan. Pada hipotesis keempat Kepuasan pelanggan memiliki
pengaruh positif dan signifikan terhadap loyalitas pelanggan. Pada hipotesis
kelima Kualitas produk memiliki pengaruh positif dan signifikan terhadap
loyalitas pelanggan melalui kepuasan pelanggan. Hipotesis keenam Citra
merek ditemukan memiliki pengaruh positif dan signifikan terhadap
loyalitas pelanggan melalui kepuasan pelanggan. Hipotesis ketujuh Persepsi
harga memiliki pengaruh positif dan signifikan terhadap loyalitas pelanggan
melalui kepuasan pelanggan.

Kata kunci: Kualitas Produk, Citra Merek, Persepsi Harga, Loyalitas
Pelanggan, Kepuasan pelanggan.
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ABSTRACT

At this time technological advances have taken place in various
fields, one is the field of the smartphone industry. Smartphone offers a
variety of features that can facilitate the communication and various
supporting applications. This study aims to determine the effect of product
quality, Brand Image, Price Perceptions on Loyalty through Customer
Satisfaction.

The object of this research is all students and university students of
catholic university Widya Mandala Surabaya, the number of samples used
in this research are 150 respondents. Analysis is done by using SEM Lisrel
version 87.0 analysis. The results showed on the first hypothesis Product
quality has a positive and significant influence on customer satisfaction.
The second hypothesis of Brand Image has a positive and significant
influence on customer satisfaction. The third hypothesis Price perception
has a positive and significant influence on satisfaction. In the fourth
hypothesis Customer satisfaction has a positive and significant influence on
customer loyalty. In the fifth hypothesis Product quality has a positive and
significant influence on customer loyalty through customer satisfaction. The
sixth hypothesis Brand image was found to have a positive and significant
influence on customer loyalty through customer satisfaction. The seventh
hypothesis Price perceptions have a positive and significant influence on
customer loyalty through customer satisfaction.

Keywords: Product Quality, Brand Image, Price Perception, Customer
Loyalty, Customer Satisfaction.
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