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ABSTRAK 

 

Salah satu fenomena yang terjadi adalah berakhirnya zaman 

komputer kemudian beralih kepada komputer jinjing yang lebih praktis 

yang di desain dengan berbagai ukuran dan fungsi yang kita sebut dengan 

notebook. Awal perkembangan industri komputer di Indonesia didominasi 

oleh salah satu perusahaan komputer raksasa didunia yaitu Acer. Acer 

senantiasa berkomitmen dalam bidang riset dan pengembangan, serta 

pemasaran untuk memahami perilaku, kebutuhan dan tuntutan 

konsumen.Untuk mendapatkan loyalitas pelanggan perusahaan perlu 
melakukan strategi pemasaran yang tepat agar dapat mempengaruhi 

loyalitas pelanggannya.Loyalitas konsumen juga dapat terbentuk dari 

kepuasan yang dirasakan oleh konsumen. Tujuan penelitian ini Untuk 

menganalisis pengaruh antara kualitas layanan dan kepuasan konsumen 

terhadap citra merek dengan loyalitas konsumen sebagai mediasi pada 

laptop merek ACER di Surabaya  

Penelitian ini menggunakan desain penelitian kausal.Jenis data yang 

digunakan dalam penelitian ini berbentuk kuantitatif.Populasi yang 
digunakan adalahkonsumen Acer di Surabaya.Sampel penelitian diambil 

darikonsumen Acer di Surabaya.Teknik pengambilan sampel dalam 

penelitian ini adalah secara tak acak (non probability sampling). Teknik 

analisis yang digunakan untuk menguji hipotesis penelitian ini 

adalahStructural Equation Model (SEM). 

Berdasarkan hasil analisis didapatkan bahwa terdapat pengaruh 

positif antara service quality terhadap customer satisfaction, customer 

loyalty, dan brand image  Acer di Surabaya, pengaruh positif antara 
customer satisfaction terhadap customer loyalty dan brand image Acer di 

Surabaya, serta pengaruh positif antara customer loyalty  terhadap brand 

image Acer di Surabaya, dan pengaruh positif customer loyalty memediasi 

pengaruh service quality terhadap brand imageAcer di Surabaya, serta  

pengaruh customer satisfactionmemediasi pengaruh service quality terhadap 

customer loyalty Acer di Surabaya, terbukti kebenarannya. 
 

Kata Kunci: Service quality, Customer satisfaction, Customer loyalty, 

dan Brand image 
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ABSTRACT 

 

One phenomenon that occurs is expiration of era the computer and 
then shifted to a portable computer that is more practical in design with a 

variety of sizes and functions which we call the notebook.Early 

development of the computer industry in Indonesia is dominated by one 

giant computer company in the world, namely Acer. Acer is committed in 

research and development, and marketing to understand the behavior, needs 

and demands of consumers. To gain customer loyalty companies need to do 

a proper marketing strategy that can affect customer loyalty. Consumer 

loyalty can also be formed of satisfaction perceived by consumers. The 
purpose of this study to analyze the influence of service quality and 

customer satisfaction on brand image and customer loyalty as mediation. 

This study causal research design. Data used in this study is 

quantitative. The population used is the consumers Acer in Surabaya. 

Samples were taken from consumers Acer in Surabaya.The sampling 

technique in this study is non-probability sampling.The analysis technique 

used to test the hypothesis of this research is Structural Equation Model 

(SEM). 
Based on the results of the analysis showed that there is a positive 

influence of service quality on customer satisfaction, customer loyalty, and 

brand image of Acer in Surabaya, positive influence between customer 

satisfaction on customer loyalty and brand image of Acer in Surabaya, as 

well as positive influence between customer loyalty on brand image of Acer 

in Surabaya, and positive influencebetween customer loyalty mediate the 

influence of service quality on brand imageAcer in Surabaya, as well as the 

influence of customer satisfaction mediate the influence of service quality 
on customer loyalty Acer in Surabaya, proven true. 

 

Keywords:  Service quality, Customer satisfaction, Customer loyalty, 

Brand image 


