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ABSTRAK

Pada era persaingan yang begitu ketat pada saat ini, manusia dituntut untuk
dapat menerapkan efektifitas dan efisiensi dalam segala aktivitasnya, begitu pula
dalam hal berpergian dari satu tempat ke tempat yang lain. Saat ini, dari semua alat
transportasi yang ada, sepeda motor menjadi favorit masyarakat karena dianggap
paling efektif dan efisien dalam berpergian.

Penelitian ini bertujuan untuk menguji apakah product quality dan brand
image dapat mempengaruhi customer loyalty, baik secara langsung maupun melalui
customer satisfaction. Objek penelitian adalah pelanggan motor bebek Honda Supra
di Surabaya. Sampel penelitian yang digunakan dalam penelitian ini sebanyak 150
sampel dengan teknik purposive sampling. Data yang digunakan adalah data primer
yang diperoleh dengan menyebarkan kuesioner kepada pelanggan motor bebek
Honda Supra di Surabaya. Teknik analisis data yang digunakan adalah menggunakan
SEM dengan software LISREL.

Hasil penelitian ini menunjukkan bahwa product quality berpengaruh
signifikan terhadap customer satisfaction, brand image berpengaruh signifikan
terhadap customer satisfaction, customer satisfaction berpengaruh terhadap customer
loyalty, product quality berpengaruh signifikan terhadap customer loyalty melalui
customer satiscaftion, brand image berpengaruh signifikan terhadap customer loyalty
melalui customer satisfaction pada motor bebek Honda Supra di Surabaya.
Berdasarkan penelitian yang dilakukan, peneliti memberi saran kepada pihak
manajemen motor bebek Honda Supra agar lebih memperhatikan aspek kualitas
produk dan citra merek agar pelanggan dapat merasa puas dan melakukan pembelian
kembali di masa depan.

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

Loyalty.
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The Effect of Product Quality and Brand Image on
Customer Loyalty Through Customer Satisfaction
on Honda Supra Motors In Surabaya

ABSTRACT

In this era of intense competition, humans are required to be able to
implement effectiveness and efficiency in all their activities, as well as in traveling
from one place to another. At present, of all existing transportation equipment,
motorbikes are the people's favorite because they are considered the most effective
and efficient in traveling.

This study aims to examine whether product quality and brand image can
affect customer loyalty, both directly and through customer satisfaction. The object
of the research is the Honda Supra motorcycle customers in Surabaya. The research
sample used in this study was 150 samples with purposive sampling technique. The
data used are primary data obtained by distributing questionnaires to Honda Supra
motorcycle customers in Surabaya. The data analysis technique used is using SEM
with LISREL software.

The results of this study indicate that product quality has a significant effect
on customer satisfaction, brand image has a significant effect on customer
satisfaction, customer satisfaction has an effect on customer loyalty, product quality
has a significant effect on customer loyalty through customer satisfaction, brand
image has a significant effect on customer loyalty through customer satisfaction on
Honda Supra motorcycle in Surabaya. Based on the research conducted, the
researchers advised the management of the Honda Supra motor to pay more attention
to aspects of product quality and brand image so that customers can feel satisfied and
make a repeat purchase in the future.

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