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CUSTOMER PERCEIVED VALUE EFFECT ON CUSTOMER
LOYALTY THROUGH CUSTOMER SATISFACTION ON HONDA
MOTORCYCLE BRAND IN SURABAYA

Jitu Prahana
Abstract

This study aims to determine the factors that influence consumer
loyalty to the Honda brand motorcycles in Surabaya. Variables used are
Customer Perceived Value, Customer Satisfaction, and Customer Loyalty.

The method used in this study is the SEM (Structural Equation
Modeling), sampling using non-probability sampling, number of samples
used in this study were 100 respondents. Characteristics of the respondents
are people who live in Surabaya and never use and buy Honda motorcycles.

Results of the study showed that the Customer Perceived Value
positive influence on Customer Satisfaction, Customer Perceived Value
influence on Customer Loyalty is not significant, positive influence on
Customer Satisfaction Customer Value, Customer Perceived Value
influence on Customer Loyalty through Customer Satisfaction proved
significant.

Keywords: Customer Value, Customer Satisfaction, Customer Loyalty
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PENGARUH CUSTOMER PERCEIVED VALUE TERHADAP
CUSTOMER LOYALTY MELALUI CUSTOMER SATISFACTION
PADA SEPEDA MOTOR MEREK HONDA DI SURABAYA

Jitu Prahana
Abstrak

Penelitian ini bertujuan untuk mengetahui faktor-faktor yang
mempengaruhi Loyalitas konsumen terhadap sepeda motor merek Honda di
Surabaya. Variabel yang digunakan adalah Customer Perceived Value,
Customer Satisfaction, dan Customer Loyalty.

Metode yang digunakan dalam penelitian ini adalah SEM
(Structural Equation Modeling), pengambilan sampel menggunakan teknik
non-probability sampling, jumlah sampel yang digunakan dalam penelitian
ini sebanyak 100 responden. Karakteristik responden yaitu masyarakat yang
berdomisili di Surabaya dan pernah menggunakan dan membeli sepeda
motor merek Honda.

Hasil dari penelitian menunjukan bahwa Customer Perceived
Value berpengaruh positif terhadap Customer Satisfaction, pengaruh
Customer Perceived Value terhadap Customer Loyalty tidak signifikan,
Customer Satisfaction berpengaruh positif terhadap Customer Value,
pengaruh Customer Perceived Value terhadap Customer Loyalty melalui
Customer Satisfaction terbukti signifikan.

Kata Kunci: Customer Value, Customer Satisfaction, Customer Loyalty
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