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PENGARUH SERVICE QUALITY DAN PRODUCT QUALITY
TERHADAP BRAND IMAGE YANG BERDAMPAK
PADA PURCHASING DECISION PADA
TOYOTA AVANZA

ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh Service Quality dan Product
Quality terhadap Brand Image yang berdampak pada Purchasing Decision pada Toyota
Avanza.

Teknik analisis data yang digunakan adalah SEM (Structural Equation Modelling)
dengan program LISREL. Sampel yang digunakan dalam penelitian ini sebanyak 120
responden. Karakteristik sampel dalam penelitian ini yaitu, berusia 17-49 tahun, pernah
menjadi konsumen Toyota Avanza, mengetahui pesaing Toyota Avanza, dan berniat membeli
Toyota Avanza.

Hasil penelitian ini menunjukan bahwa terdapat pengaruh signifikan dan positif antara
Service Quality dan Product Quality terhadap Brand Image, dan terdapat pengaruh signifikan
dan positif antara Service Quality dan Product Quality terhadap Purchase Decision melalui
Brand Image.

Dalam penelitian ini terdapat saran. Service quality memiliki pengaruh terhadap brand
image maupun purchase decision, tetapi berdasarkan pada nilai rata-rata tanggapan responden,
penilaian terendah pada pernyataan bahwa konsumen menilai karyawan Toyota Avanza
memberikan layanan dengan cepat, artinya peningkatan kecepatan layanan Toyota Avanza
bisa terus ditingkatkan. Product quality memiliki pengaruh terhadap brand image maupun
purchase decision, tetapi berdasarkan pada nilai rata-rata tanggapan responden, penilaian
terendah pada pernyataan bahwa konsumen merasa kualitas produk Toyota Avanza secara
keseluruhan sudah memenuhi harapan konsumen. Untuk itu evaluasi terhadap keluhan-keluhan
pelanggan atas penggunaan Toyota Avanza layak menjadi perhatian. Berdasarkan pada
keluhan-keluhan pelanggan tersebut menjadi masukan bagi perusahaan untuk terus
meningkatkan kualitas produk. Saran untuk penelitian yang akan datang, sebaiknya
menggunakan variabel yang sama tetapi dengan obyek yang berbeda seperti usaha jasa dan
hasilnya bisa dibandingkan dengan penelitian ini untuk mendapatkan temuan yang lebih
komprehensif.

Kata Kunci: Service Quality, Product Quality, Brand Image, Purchase Decision.

Xii



THE EFFECT OF SERVICE QUALITY AND PRODUCT QUALITY
ON IMPACTED BRAND IMAGE IN THE
PURCHASING DECISION ON
TOYOTA AVANZA

ABSTRACT

This study aims to determine the effect of Service Quality and Product Quality on
Brand Image that has an impact on the Purchasing Decision on the Toyota Avanza.

The data analysis technique used is SEM (Structural Equation Modeling) with the
LISREL program. The sample used in this study was 120 respondents. The characteristics of
the sample in this study were, aged 17-49 years, had been a consumer of the Toyota Avanza,
knew about the competitors of Toyota Avanza, and intended to buy a Toyota Avanza.

The results of this study indicate that there is a significant and positive influence
between Service Quality and Product Quality on Brand Image, and there is a significant and
positive influence between Service Quality and Product Quality on Purchase Decision through
Brand Image.

In this study there are suggestions. Service quality has an influence on brand image
and purchase decision, but based on the average value of respondents’ responses, the lowest
rating is on the statement that consumers value Toyota Avanza employees to provide services
quickly, which means that the service speed of Toyota Avanza can be increased. Product
quality has an influence on brand image and purchase decision, but based on the average value
of respondents’ responses, the lowest rating is on the statement that consumers feel the quality
of Toyota Avanza products as a whole has met consumer expectations. For that evaluation of
customer complaints for the use of the Toyota Avanza deserves attention. Based on customer
complaints, it becomes input for the company to continuously improve product quality.
Suggestions for future research, should use the same variables but with different objects such
as business services and the results can be compared with this study to obtain more
comprehensive findings.

Keywords: Service Quality, Product Quality, Brand Image, Purchase Decision.
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