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ABSTRAK

Tujuan penelitian ini adalah untuk menguji pengaruh brand
personality dan brand trust terhadap customer satisfaction dan customer
loyalty pada konsumen kaos Zara di Surabaya

Penelitian ini merupakan penelitian kausal dengan menggunakan
metode survei. Teknik pengambilan sampling yang digunakan adalah non
probability sampling.Jenis metode yang digunakan adalah purposive
sampling. Sampel dalam penelitian ini adalah konsumen kaos merek Zara
yang memiliki intensitas pembelian minimal dua kali dalam enam bulan
terakhir. Teknik analisis yang digunakan adalah SEM dengan program
LISREL.

Hasil analisis ini menunjukkan bahwa brand personality dan brand
trust memiliki pengaruh yang signifikan terhadap customer satisfaction
serta customer loyalty.

Berdasarkan  penelitian ~ yang  dilakukan, maka peneliti
merekomendasikan kepada pengelola brand Zara untuk mengedepankan
aspek yang menunjukkan kesesuaian brand Zara dengan karakter konsumen
serta memegang teguh komitmen berupa tanggung jawab produk kepada
konsumen.

Kata Kunci: Brand Personality, Brand Trust, Customer Satisfaction,
Customer Loyalty.
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ABSTRACT

The purpose of this study was to examine the effect of brand personality
and brand trust on customer satisfaction and customer loyalty in customers
shirt Zara brand in Surabaya

This research is a causal research using survey method. Sampling
technique used was non-probability sampling. This type of method is
purposive sampling. The sample in this study is the customer brand Zara
shirt that has an intensity minimum purchase twice in the last six months.
The analysis technique used is SEM with LISREL program.

The results of this analysis indicate that found that brand personality
and brand trust has a significant influence on customer satisfaction and
customer loyalty.

Based on the research, the researchers recommend to the Zara brand
manager for the aspects that demonstrate conformity with the Zara brand
customer character and uphold the commitment in the form of responsibility
to the customer product.

Keywords: Brand Personality, Brand Trust, Customer Satisfaction,
Customer Loyalty.
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