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ABSTRAK

Kebutuhan manusia mengalami banyak perubahan menyesuaikan dengan
tren-tren yang ada. Sepatu sudah menjadi kebutuhan utama dari setiap orang untuk
mendukung dalam beraktivitas. Penelitian ini bertujuan untuk meneliti pengaruh
brand image dan product quality terhadap customer satisfaction dan customer
loyalty pada sepatu Nike di Surabaya.

Teknik pengambilan sampel yang digunakan adalah non probability
sampling dengan cara purposive sampling. Alat yang digunakan adalah kuesioner.
Sampel yang digunakan sebesar 150 responden yaitu konsumen sepatu Nike di
Surabaya. Teknik analisis data yang digunakan adalah Structural Equations
Modeling dengan menggunakan program LISREL.

Penelitian ini memiliki hasil yang membuktikan brand image berpengaruh
positif dan signifikan terhadap customer satisfaction, product quality berpengaruh
positif dan signifikan terhadap customer satisfaction, customer satisfaction
berpengaruh positif dan signifikan terhadap customer loyalty, brand image tidak
berpengaruh terhadap customer loyalty, dan product quality berpengaruh positif
dan signifikan terhadap customer loyalty.

Kata kunci : Brand Image, Product Quality, Customer Satisfaction, Customer
Loyalty.
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THE INFLUENCE OF BRAND IMAGE AND PRODUCT QUALITY ON
CUSTOMER SATISFACTION AND CUSTOMER LOYALTY ON
NIKE SHOES IN SURABAYA

ABSTRACT

Human needs undergo many changes in accordance with existing trends.
Shoes have become the main requirement of everyone to support their activities.
The shoe industry is becoming a business trend nowadays. This study aims to
examine the effect of brand image and product quality on customer satisfaction and
customer loyalty in Nike shoes in Surabaya.

The sampling technique used is non probability sampling by purposive
sampling. The tool used was a questionnaire. The sample used was 150 respondents
namely consumers of Nike shoes in Surabaya. The data analysis technique used is
Structural Equations Modeling using the LISREL program.

This study has results that prove brand image has a positive and significant
effect on customer satisfaction, product quality has a positive and significant effect
on customer satisfaction, customer satisfaction has a positive and significant effect
on customer loyalty, brand image has no effect on customer loyalty, and product
quality has a positive and significant to customer loyalty.

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