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ABSTRAK

Penelitian ini bertujuan untuk menguji pengaruh brand image dan
product quality terhadap customer satisfaction dan customer loyalty.
Loyalitas pelanggan adalah salah satu hal yang penting untuk diperhatikan
dalam industri telekomunikasi saat ini, dimana persaingan semakin ketat,
sehingga Blackberry sebagai penyedia layanan telekomunikasi seluler agar
dapat mempertahankan pelanggan setia terhadap produk-produknya.

Penelitian ini merupakan penelitian kausal. Teknik pengambilan
sampel menggunakan non probability sampling dengan cara purposive
sampling. Sampel yang digunakan sebesar 200 responden yang mengetahui
produk Blackberry. Data dikumpulkan dengan instrumen kuesioner dan
selanjutnya diolah dengan teknik analisis Structural Equation Model
dengan menggunakan program LISREL. Hasil penelitian ini menunjukkan
bahwa Brand Image berpengaruh positif terhadap Customer Satisfaction,
Product Quality berpengaruh positif terhadap Customer Stisfaction, Brand
Image berpengaruh positif terhadap Customer Loyalty, Product Quality
berpengaruh positif terhadap Customer Loyalty, dan Customer Stisfaction

berpengaruh positif terhadap Customer Loyalty.

Kata Kunci: Brand Image; Product Quality; Customer Satisfaction;

Customer Loyalty



ABSTRACT

This survey is aimed to evaluate the effect that Brand Image and
Product Quality have on Customer Satisfaction and Customer Loyalty of
Product Blackberry in Surabaya. Customer loyalty is becoming a key factor
in the telecommunication industry whereby competition is rife, such that
Blackberry, as one of the major players in the industry, hopes to maintain
her loyal customers.

This study is a research clause. The sampling technique using non
probability sampling with purposive sampling. The number of samples used
is 200 respondents who knows about Blackberry product. Data were
collected by questionnaire and processed further with Structural Equation
Model analysis techniques by using LISREL program. This study shows that
Brand Image has a positive effect on Customer Satisfaction, Product
Quality has a positive effect on Customer Satisfaction, Brand Image has a
positive effect on Customer Loyalty, Product Quality has a positive effect on
Customer Loyalty,, and Customer Satisfaction has a positive effect on

Customer Loyalty.

Keywords : Brand Image; Product Quality; Customer Satisfaction;

Customer Loyalty



