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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh dari staff
behavior, self image congruence, dan brand awareness terhadap customer
Satisfaction, yang kemudian memicu terciptanya brand loyalty pada Hotel
Mercure Surabaya.Penelitian ini dilakukan dengan menyebarkan kuesioner
sebagai data primer.Responden pada penelitian ini berjumlah 150 orang,
yang kemudian dianalisis dengan menggunakan metode analisis structural
equation modeling untuk mengetahui pengaruh antar variabel penelitian
melalui program LISREL 8.70.

Hasil dari penelitian menunjukkan bahwa staff behavior, self
image congruence, dan brand awareness memberikan pengaruh signifikan
terhadap customer satisfaction yang dirasakan pelanggan Hotel Mercure
Surabaya.Kemudian dari kepuasan yang dirasakan tersebut, terbukti
memberikan pengaruh yang signifikan terhadap terciptanya loyalitas merek
di Hotel Mercure di Surabaya.

Berdasarkan hasil penelitian yang dilakukan, disarankan pada
penelitian selanjutnya tentang loyalitas konsumen di industri perhotelan
diharapkan untuk memperoleh responden dengan jumlah yang lebih besar
dan dengan mengeksplorasi pengaruh variabel lain yang mempengaruhi
(misalnya experiental marketing) sehingga hasil yang diperoleh dapat lebih
optimal.Disarankan pada manajemen Hotel Mercure Surabaya untuk tetap
mempertahankan atau bahkan meningkatkan kepuasan konsumen

Kata kunci: Staff Behavior, Self Image Congruence, Brand Awareness,
Customer Satisfaction, Brand Loyalty.
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ABSTRACT

This study aimed to determine the effect of staff behavior, self-
image congruence , and brand awareness to customer Satisfaction , which
in can create brand loyalty for the Hotel Mercure Surabaya . This research
was conducted by distributing questionnaires as the primary data .
Respondents in this study amounted to 150 people , which is then analyzed
using the methods of structural equation modeling analysis to determine the
effect between the variables through LISREL 8.70 program .

Results from the study showed that staff behavior, self- image
congruence, and brand awareness have a significant influence
towardcustomer satisfaction Hotel Mercure Surabaya. Then from the
customer satisfaction , proved to have a significant influence toward the
creation of brand loyalty in the Hotel Mercure Surabaya.

Based on the results of research conducted , it is advisable in
future studies on consumer loyalty in the hospitality industry is expected to
obtain the respondents with larger quantities and by exploring the influence
of other variables that affect ( eg experiential marketing) so that the results
can be optimized. Overall, it can be concluded customers are satisfied with
the Hotel Mercure Surabaya, so it is advisable at Mercure Surabaya Hotel
management to maintain or even improve customer satisfaction

Keywords: Staff Behavior, Self Image Congruence, Brand Awareness,
Customer Satisfaction, Brand Loyalty.
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