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ABSTRAK

Penelitian ini bertujuan untuk menguji hubungan Ethical Sales Behavior,
Brand Image, Customer Loyalty, dan Customer Satisfaction Pada Prudential Life
Assurance di Surabaya. Penelitian ini merupakan penelitian kausal dan
menggunakan alat pengumpulan data berupa kuesioner. Data primer dikumpulkan
dari 130 responden. Teknik analisis penelitian ini menggunakan metode analisis
structural equation modeling dengan program LISREL .

Hasil dari penelitian ini menunjukkan bahwa : (1) Ethical sales behavior
berpengaruh secara positif dan signifikan terhadap cucstomer satisfaction; (2)
brand image berpengaruh positif dan signifikan terhadap customer satisfaction;
(3) customer satisfaction berpengaruh positif dan signifikan terhadap customer
loyalty.

Berdasarkan penelitian yang dilakukan, maka peneliti merekomendasikan
kepada pihak manajemen Prudential Life Assurance di Surabaya untuk
mengedepankan ethical sales behavior dan customer satisfaction sehingga
konsumen dapat lebih loyal dan dapat merekomendasikan kepada calon konsumen
lainnya

Kata kunci : Ethical Sales Behavior, Brand Image, Customer Satisfaction,
Customer Loyalty
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Analyze The Impact Of Ethical Sales Behavior, Brand Image,
Customer Loyalty, and Customer Satisfaction at Prudential Life
Assurance in Surabaya

ABSTRACT

The purpose of this research is to examine the relation of Ethical Sales
Behavior, Brand Image, Customer Loyalty, and Customer Satisfaction at
Prudential Life Assurance in Surabaya. This research is a causal research and
using questionnaire method. Primary data was collected from 130 respondents.
The analysis technique of this study uses the analysis method of structural
equation modeling with the LISREL program.

The results of this study indicate that: (1) Ethical sales behavior has a
positive and significant effect on cucomer price satisfaction; (2) brand image has a
positive and significant effect on customer satisfaction; (3) customer satisfaction
has a positive and significant effect on customer loyalty.

Based on the research conducted, the researcher recommends the
management of Prudential Life Assurance in Surabaya to prioritize ethical sales
behavior and customer satisfaction so that consumers can be more loyal and can
recommend to other prospective customers

Keywords: Ethical Sales Behavior, Brand Image, Customer Satisfaction,
Customer Loyalty
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