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ABSTRAK

Dunia penerbangan saat ini mengalami perkembangan yang sangat pesat
dan merupakan salah satu unsur penting dalam menggerakan dinamika
pembangunan, mendukung mobilitas manusia, barang dan jasa serta mendukung
pengembangan wilayah dan meningkatkan hubungan internasional. Indonesia
sebagai negara kepulauan terbesar dan padat penduduk menjadikan Indonesia
sebagai pasar dan membuka kesempatan besar kepada industri penerbangan untuk
berkembang. Oleh karena itu, untuk bertahan dalam persaingan di bidang
penerbangan, pihak Maskapai harus memberikan layanan yang baik kepada
penumpangnya, sehingga memberikan kepuasan pelanggan.

Penelitian ini bertujuan untuk menguji apakah brand image, perceived
value dan service quality dapat mempengaruhi customer loyalty, baik secara
langsung maupun melalui customer satisfaction. Objek penelitian adalah
penumpang Maskapai Citilink di Surabaya. Sampel penelitian yang digunakan
dalam penelitian ini sebanyak 130 sampel dengan teknik purposive sampling.
Data yang digunakan adalah data primer yang diperoleh dengan menyebarkan
kuesioner kepada penumpang Maskapai Citilink di Surabaya. Teknik analisis data
yang digunakan adalah menggunakan SEM dengan software LISREL.

Hasil penelitian menunjukkan bahwa brand image, perceived value dan
brand image berpengaruh secara langsung terhadap customer satisfaction yang
berarti bahwa dengan memberikan citra merek, nilai yang dirasakan, dan kualitas
layanan yang positif, maka pelanggan dapat merasa puas, dan juga brand image,
perceived value, dan service quality tidak berpengaruh secara langsung terhadap
customer loyalty, melainkan harus melalui customer satisfaction. Hal ini
menunjukkan bahwa pelanggan harus dipuaskan terlebih dahulu agar berminat
untuk berperilaku loyal terhadap perusahaan.

Kata kunci: Brand image, perceived value, service quality, customer satisfaction,
customer loyalty
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THE EFFECT OF BRAND IMAGE, PERCEIVED VALUE, AND SERVICE
QUALITY ON CUSTOMER LOYALTY THROUGH CUSTOMER
SATISFACTION ON CITILINK AIRLINE
PASSENGER IN SURABAYA.

ABSTRACT

The world of aviation is currently experiencing very rapid development
and is one of the important elements in driving the dynamics of development,
supporting human mobility, goods and services and supporting regional
development and increasing international relations. Indonesia as the largest and
most densely populated archipelagic country makes Indonesia a market and opens
a big opportunity for the aviation industry to develop. Therefore, to survive in the
competition in the field of aviation, the airline must provide good service to its
passengers, thus providing customer satisfaction.

This study aims to examine whether brand image, perceived value and
service quality can affect customer loyalty, both directly and through customer
satisfaction. The object of research is passengers of Citilink Airlines in Surabaya.
The research sample used in this study was 130 samples with purposive sampling
technique. The data used are primary data obtained by distributing questionnaires
to passengers of Citilink Airlines in Surabaya. The data analysis technique used is
using SEM with LISREL software.

The results showed that brand image, perceived value and brand image
directly influence customer satisfaction, which means that by providing positive
brand image, perceived value, and service quality, customers can feel satisfied, as
well as brand image, perceived value, and service. quality does not directly affect
customer loyalty, but must be through customer satisfaction. This shows that
customers must be satisfied first so that they are interested in behaving loyal to the
company.

Keywords: Brand image, perceived value, service quality, customer satisfaction,
customer loyalty
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