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EFFECT OF BRAND TRUST TO AFFECT BRAND LOYALTY BY
THROUGH CUSTOMER SATISFACTION TO CUSTOMER
SMARTPHONE SAMSUNG IN SURABAYA

Edward Chrystyanto

Ed.ward_ch@hotmail.com

Abstract

The aim of the research is to analyze how the brand trust can
affect brand loyalty through customer satisfaction. This research is using
quantitative approach, and collected in form of figures that will be tested
with statistical methods. This research uses quantitative data. The
population in this study research are all users of smartphone Samsung and
domicile in Surabaya. The instrument of the research uses questionnaires
which distributed to 150 respondents and analyzed by using Structural
Equation Modelling (SEM). The result of the research show that brand trust
and customer satisfaction has positive and significant influence on brand
loyalty to customer smartphone in Surabaya.

Keywords: Brand Trust, Customer Satisfaction, Brand Loyalty
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PENGARUH BRAND TRUST TERHADAP BRAND LOYALTY
MELALUI CUSTOMER SATISFACTION PADA PELANGGAN
SMARTPHONE SAMSUNG DI SURABAYA

Edward Chrystyanto

Ed.ward_ch@hotmail.com

Abstrak

Penelitian ini bertujuan untuk menganalisis pengaruh brand trust
terhadap brand loyalty melalui customer satisfaction. Penelitian ini
menggunakan pendekatan kuantitatif, yaitu angka-angka yang akan diuji
dengan metode statistik. Jenis penelitian ini menggunakan data kuantitatif.
Populasi dalam penelitian ini adalah semua pengguna smartphone Samsung
yang berdomisili di Surabaya. Adapun alat yang digunakan untuk
mengumpulkan data adalah kuesioner, yang disebarkan kepada 150
responden dan kemudian dianalisis menggunakan Structural Equation
Modelling (SEM). Hasil penelitian menunjukkan bahwa brand trust dan
customer satisfaction berpengaruh positif dan signifikan terhadap brand

loyalty pada pelanggan smartphone Samsung di Surabaya.

Kata kunci: Brand Trust, Customer Satisfaction, Brand Loyalty
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