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ABSTRAK

Tujuan penelitian ini adalah untuk mengalisis Pengaruh Brand Ambassador dan
Citra Merek terhadap Loyalitas Pelanggan Melalui Kepuasan Pelanggan Sebagai
Variabel Intervening produk Wardah Di Kota Kudus. Pendekatan yang digunakan
dalam penelitian ini adalah pendekatan kuantitatif. Sampel adalah konsumen di
kota Kudus berjumlah 100 responden dan pengambilan sampel menggunakan
teknik purposive sampling. Teknik analisis data menggunakan Structural
Equation Modeling (SEM) AMOS. Hasil penelitian menunjukkan bahwa brand
Ambassador berpengaruh positif dan signifikan terhadap loyalitas pelanggan dan
kepuasan pelanggan pada produk wardah. Citra merek berpengaruh positif dan
signifikan terhadap kepuasan pelanggan namun berpengaruh negatif dan tidak
signifikan terhadap loyalitas pelanggan pada produk wardah. Kepuasan pelanggan
berpengaruh positif dan signifikan terhadap loyalitas pelanggan. Kepuasan
pelanggan tidak dapat memediasi antara brand ambassador terhadap loyalitas
pelanggan Wardah, sedangkan kepuasan pelanggan mampu memediasi antara
citra merek terhadap loyalitas pelanggan wardah.

Kata Kunci : Brand Ambassador, Citra Merek, Loyalitas Pelanggan,
Kepuasan Pelanggan

viii



THE EFFECT OF BRAND AMBASSADOR AND BRAND IMAGE ON
CUSTOMER LOYALTY THROUGH CUSTOMER SATISFACTION AS AN
INTERVENING VARIABLE ON WARDAH CONSUMERS IN KUDUS CITY
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ABSTRACT

The purpose of this research is to analyze the influence of brand ambassadors and
brand image on customer loyalty through customer satisfaction as an intervening
variable for Wardah products in Kudus City. The approach used in this study is a
quantitative approach. The sample is consumers in Kudus City totaling 100
respondents and sampling using purposive sampling technique. The data analysis
technique uses Structural Equation Modeling (SEM) AMOS. The results of the
study indicate that brand Ambassador has a positive and significant effect on
Customer Loyalty and Customer Satisfaction on Wardah products. Brand Image
has a negative and insignificant effect on customer loyalty but a positive and
significant effect on customer satisfaction on Wardah products. Customer loyalty
affects customer satisfaction on Wardah products. Customer satisfaction cannot
mediate between brand ambassadors and Wardah customer loyalty, while
customer satisfaction is able to mediate between brand image and Wardah
customer loyalty.

Keywords: Brand Ambassador, Brand Image, Customer Loyalty, Customer
Satisfaction
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