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Pengaruh Brand Experience, Terhadap Brand Personality, Customer
Satisfaction dan Customer Loyalty Pada Sepeda Polygon Di Surabaya

ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis
pengaruh Brand Experience terhadap Brand Personality, = Customer
Satisfaction dan Customer Loyalty pada Sepeda Polygon Di Surabaya.
Teknik analisis data yang digunakan adalah SEM (Structural Equation
Modelling) dan menggunakan program LISREL.

Penelitian ini mengambil 200 responden sebagai sampel yang
memiliki dan menggunakan sepeda Polygon minimal selama 1 tahun,
menetap di kota Surabaya dan berusia minimal 18 tahun.

Hasil penelitian menunjukan bahwa variabel brand experience
berpengaruh terhadap variabel brand personality, customer satisfaction, dan
customer loyalty. Dari hasil diatas diharapkan manajemen Polygon di
Surabaya harus lebih memperhatikan brand personality dari sepeda Polygon
agar tetap menjaga customer satisfaction dan customer loyalty.

Hasil dari penelitian diharapkan menjadi masukan bagi manajemen
Polygon untuk mengetahui adanya pengaruh brand experience terhadap
brand personality, customer satisfaction, customer loyalty di Polygon
Surabaya dan sebagai masukan informasi untuk membuat keputusan
mengenai customer loyalty yang dipengaruhi brand experience, brand
personality, dan customer satisfaction yang paling efektif di waktu
mendatang.

Kata kunci: Brand Experience, Brand Personality, Customer
Satisfaction, Customer Loyalty.
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The Effect of Brand Experience to Brand Personality, Customer
Satisfaction, and Customer Loyalty for Polygon Bicycle In Surabaya

ABSTRACT

This research is developed to discover and describe the effect of
brand experience toward brand personality, customers satisfaction and
customer loyalty for Polygon bicycle in Surabaya. The analytical data
technique that is used during this research is SEM (Structural Equation
Modeling) and it also used LISREL program.

This research collect the data from 200 respondents as a sample who
own and use a Polygon bicycle for at least 1 year, settled in the city of
Surabaya and at least 18 years.

The conclusion is that it is proven that there are effects of a positive
and significant between brand experience toward brand personality,
customers satisfaction and customer loyalty. From the result Polygon
management can be expected to pay more attention to brand personality
from polygon bicycle in order to keep the customer satisfaction and the
customer loyalty.

The result of this research are expected to be a reference for
Polygon management to know the effects of brand experience toward brand
personality, customer satisfaction, and customer loyalty and be a reference
information for make a decision about customer loyalty is effected brand
experience, brand personality and customer satisfaction which is the most
effected in the future.

Keywords: Brand Experience; Brand personality; Customer
Satisfaction; Customer Loyalty.
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