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Analisis Pengaruh Brand Image, Country Of Origin, Product Quality
Terhadap Customer Satisfaction Dan Customer Loyalty

ABSTRAK

Perkembangan ilmu teknologi dan informasi semakin maju dengan
pesat. Hampir semua orang yang berada di negara maju maupun negara
berkembang memiliki teknologi yang digunakan untuk memudahkan segala
pekerjaan manusia untuk mendapatkan informasi. Informasi yang
didapatkan juga beragam, dari informasi mengenai pengetahuan umum
hingga informasi mengenai pendidikan. Teknologi memiliki banyak
keunggulan dan memberikan kemudahan yang ditawarkan sehingga
membantu semua orang dari anak-anak, remaja, orang dewasa, hingga
orang tua untuk dipermudahkan segala pekerjaannya.

Penelitian ini bertujuan untuk mengetahui pengaruh dari brand
image, country of origin, product quality terhadap customer satisfaction
yang kemudian dapat memicu terciptanya customer loyalty pada pelanggan
laptop Toshiba di Surabaya. Penelitian ini dilakukan dengan menggunakan
purposive random sampling dengan sampel sebanyak 150 responden di
Surabaya. Data diperolen dari kuesioner yang kemudian diolah dan
dianalisis dengan menggunakan metode analisis structural equation
modeling untuk mengetahui pengaruh antar variabel penelitian melalui
program LISREL 8.70.

Hasil dari penelitian menunjukkan bahwa brand image, country of
origin dan product quality memberikan pengaruh yang signifikan terhadap
kepuasan yang dirasakan pelanggan Laptop Toshiba di Surabaya. Kemudian
dari Satisfaction yang dirasakan tersebut, terbukti memberikan pengaruh
yang signifikan terhadap terciptanya customer loyalty Laptop Toshiba di
Surabaya.

Kata Kunci: Brand Image; Country Of Origin; Product Quality;
Customer Satisfaction; Customer Loyalty.



Analysis of Effect of Brand Image, Country Of Origin, Product Quality
Of Customer Satisfaction and Customer Loyalty

ABSTRACT

The development of science and information technology is
advancing by leaps and bounds. Almost all people who are in developed
countries and developing countries have the technology that is used to
facilitate all human work to get information. The information obtained also
vary, from information on the general knowledge to information about
education. Technology has many advantages and provides convenience
offered to help everyone from children, teenagers, adults, to parents for
dipermudahkan all his work.

This study aims to determine the effect of brand image, country of
origin, product quality to customer satisfaction which can then trigger the
creation of customer loyalty on a Toshiba notebook customers in Surabaya.
This research was done by using purposive random sampling with a sample
of 150 respondents in Surabaya. Data obtained from a questionnaire which
is then processed and analyzed using the methods of structural equation
modeling analysis to determine the effect between the variables through
LISREL 8.70 program.

Results of the research showed that the brand image, country of
origin and product quality to provide a significant impact on perceived
customer satisfaction Toshiba notebook in Surabaya. Then from the
perceived Satisfaction, proved to have a significant influence on the
creation of customer loyalty in Surabaya Toshiba notebook.

Keywords: Brand Image; Country Of Origin; Product Quality; Customer
Satisfaction; Customer Loyalty.



