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UNIVERSITAS MURIA KUDUS 

FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN 

 

ABSTRAKSI 
 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan 

dan citra merek terhadap loyalitas pelanggan melalui kepuasan pelanggan pada 

pelanggan e- commerce Tokopedia di Kabupaten Kudus. Sampel penelitian ini 

yaitu berjumlah 138 responden yang diambil melalui teknik pengambilan purposive 

sampling Metode analisis data menggunakan Structural Equation Modeling 

menggunakan alat analisis AMOS versi 24. Hasil penelitian menunjukan bahwa 

kualitas pelayanan tidak berpengaruh terhadap loyalitas pelanggan e-commerce 

Tokopedia di Kabupaten Kudus; Citra merek berpengaruh positif dan signifikan 

terhadap loyalitas pelanggan e-commerce Tokopedia di Kabupaten Kudus; Kualitas 

pelayanan berpengaruh positif dan signifikan terhadap kepuasan pelanggan e-

commerce Tokopedia di Kabupaten Kudus; Citra merek berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan e-commerce Tokopedia di Kabupaten 

Kudus; Kepuasan pelanggan berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan.  

 

Kata kunci : kualitas pelayanan, citra merek, kepuasan pelanggan, loyalitas 

pelanggan 

  



 

viii 
 

THE INFLUENCE OF SERVICE QUALITY AND BRAND IMAGE ON 

CUSTOMER LOYALTY THROUGH CUSTOMER SATISFACTION ON 

TOKOPEDIA E-COMMERCE CUSTOMERS IN KUDUS DISTRICT 

 

David Tri Prayoga 

202011609 

 

Advisor: 1. Mira Meilia Marka, S.E., M.M.  

 2. Rhealin Hening Karatri, S.E., M.M. 

 

UNIVERSITAS MURIA KUDUS 

FACULTY OF ECONOMICS AND BUSINESS  

MANAGEMENT STUDY PROGRAM 

 

ABSTRACTION 
 

This research aims to analyze the influence of service quality and brand 

image on customer loyalty through customer satisfaction for Tokopedia e-

commerce customers in Kudus Regency. The sample for this research was 138 

respondents taken using a purposive sampling technique. The data analysis method 

used Structural Equation Modeling using the AMOS version 24 analysis tool. The 

results of the study showed that service quality had no effect on Tokopedia e-

commerce customer loyalty in Kudus Regency; Brand image has a positive and 

significant effect on Tokopedia e-commerce customer loyalty in Kudus Regency; 

Service quality has a positive and significant effect on Tokopedia e-commerce 

customer satisfaction in Kudus Regency; Brand image has a positive and significant 

effect on Tokopedia e-commerce customer satisfaction in Kudus Regency; 

Customer satisfaction has a positive and significant effect on customer loyalty.  

 

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