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ABSTRAKSI

Penelitian ini bertujuan untuk meneliti pengaruh service quality dan brand
image terhadap customer loyalty dengan customer satisfaction sebagai variabel
intervening (studi kasus pada konsumen Tiktok Shop di Kudus). Populasi pada
penelitian tidak diketahui secara pasti jumlahnya dengan sampel sebanyak 120
orang dengan teknik pengambilan sampel purposive sampling. Analisis data
menggunakan AMOS versi 24 dan pengambilan sampel menggunakan kuesioner.
Hasil penelitian menunjukkan bahwa service quality tidak berpengaruh terhadap
customer loyalty, service quality tidak berpengaruh terhadap customer
satisfaction, brand image tidak berpengaruh terhadap customer satisfaction,
brand image tidak berpengaruh terhadap customer loyalty, customer satisfaction
berpengaruh positif dan signifikan terhadap customer loyalty, customer
satisfaction mampu memediasi pengaruh service quality terhadap customer
loyalty, dan customer satisfaction tidak mampu memediasi pengaruh brand image
terhadap customer loyalty.

Kata Kunci: service quality, brand image, customer loyalty, customer satisfaction.
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ABSTRACTION

This study aims to examine the effect of service quality and brand image
on customer loyalty with customer satisfaction as an intervening variable (a case
study on Tiktok Shop consumers in Kudus). The population in the study is not
known with certainty with a sample of 120 people using purposive sampling
technique. Data analysis used AMOS version 24 and sampling used a
questionnaire. The results showed that service quality has no effect on customer
loyalty, service quality has no effect on customer satisfaction, brand image has no
effect on customer satisfaction, brand image has no effect on customer loyalty,
customer satisfaction has a positive and significant effect on customer loyalty,
customer satisfaction is able to mediate the influence of service quality on
customer loyalty, and customer satisfaction is not able to mediate the effect of
brand image on customer loyalty.

Keywords: service quality, brand image, customer loyalty, customer satisfaction.
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