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PENGARUH PRODUCT QUALITY DAN BRAND IMAGE TERHADAP
CUSTOMER LOYALTY MELALUI CUSTOMER TRUST PADA
PENGGUNA PROVIDER INTERNET
FIRST MEDIA DI SURABAYA

ABSTRAK

First Media adalah Provider internet rumah di Indonesia sejak 1994 yang
merupakan anggota dari Lippo Group. First Media merupakan salah satu bisni
internet rumah yang pada awalnya memiliki tiga produk yang bernama kabel
kabelvision, Digitall dan Mynet. Beragam inovasi terus dilakukan oleh First
Media yang akhirnya mampu menambah sebuah produk yaitu TV kabel. Sehingga
penelitian ini memiliki tujuan untuk meneliti Pengaruh Product Quality Dan
Brand Image Terhadap Customer Loyalty Melalui Customer Trust Pada Pengguna
Provider Internet First Media Di Surabaya.

Teknik analisis yang digunakan dalam pengambilan sampel pada
penelitian ini adalah non probability sampling dengan cara purposive sampling.
Sampel yang digunakan sebesar 150 responden yaitu pelanggan provider internet
First Media di Surabaya. Dengan persyaratan masih menggunakan First Media
selama 6 bulan terakhir, berdomisili di Surabaya. Pengumpulan respondennya
menggunakan aplikasi google form dan juga secara offline yang langsung
dibagikan kepada responden. Teknik analisis data yang digunakan adalah
Structural Equations Modeling (SEM) dengan menggunakan program LISREL.

Hasil dari penelitian ini membuktikan bahwa Product Quality berpengaruh
positif dan signifikan terhadap Customer Trust, Brand Image berpengaruh positif
dan signifikan terhadap Customer Trust, Product Quality terhadap Customer
Loyalty melalui Customer Trust berpengaruh positif dan signifikan, Brand Image
terhadap Customer Loyalty melalui Customer Trust berpengaruh positif dan
signifikan, Customer Trust berpengaruh positif dan signifikan terhadap Customer
Loyalty.

Kata kunci: product quality, brand image, customer trust dan customer loyalty.
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THE EFFECT OF PRODUCT QUALITY AND BRAND IMAGE ON
CUSTOMER LOYALTY THROUGH CUSTOMER TRUST IN
THE USERS OF FIRST MEDIA INTERNET
PROVIDER IN SURABAYA

ABSTRAC

First Media is a home internet provider in Indonesia since 1994 which is a
member of the Lippo Group. First Media is one of the home internet businesses
that originally had three products named kabelvision cable, Digitall and Mynet.
Various innovations continue to be carried out by First Media which is finally
able to add a product, namely cable TV. So this research has the aim to examine
the Effect of Product Quality and Brand Image on Customer Loyalty through
Customer Trust on First Media Internet Provider Users in Surabaya.

The analysis technique used in sampling in this study is non-probability
sampling by purposive sampling. The sample used was 150 respondents, namely
First Media internet provider customers in Surabaya. With the requirement of still
using First Media for the past 6 months, domiciled in Surabaya. The collection of
respondents uses the google form application and also offline which is directly
distributed to respondents. The data analysis technique used is Structural
Equations Modeling (SEM) using the LISREL program.

The results of this study prove that Product Quality has a positive and
significant effect on Customer Trust, Brand Image has a positive and significant
effect on Customer Trust, Product Quality on Customer Loyalty through
Customer Trust has a positive and significant effect, Brand Image on Customer
Loyalty through Customer Trust has a positive and significant effect significant,
Customer Trust has a positive and significant effect on Customer Loyalty.

Keywords: product quality, brand image, customer trust dan customer loyalty.
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