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live its whole life believing that it is stupid"

ALBERT EINSTEIN
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ABSTRAK

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh citra merek, 
kepercayaan merek dan kualitas produk terhadap loyalitas merek. Pengumpulan 
data menggunakan alat bantu kuesioner. Sampel dari penelitian ini adalah 
pelanggan Cardinal di Purwokerto. Metode yang digunakan adalah nonprobability 
sampling dengan 100 sampel yang memenuhi berbagai kriteria yang telah 
ditentukan. Hasil dari penelitian ini menyatakan bahwa citra merek, kepercayaan 
merek dan kualitas produk secara simultan berpengaruh terhadap loyalitas merek. 
Citra merek berpengaruh negatif signifikan terhadap loyalitas merek. Kepercayaan 
merek berpengaruh negatif signifikan terhadap loyalitas merek. Kualitas produk 
berpengaruh positif signifikan terhadap loyalitas merek.

K ata kunci: C itra  M erek, K epercayaan M erek, Kualitas P roduk dan 
Loyalitas M erek.
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THE EFFECT OF BRAND IM AGE, BRAND TRUSTDANPRODUCT 
QUALITY ON BRAND LOYALTY

(Study o f cardinal costumerson Purwokerto)

Kris H endrianto(1)
Faculty of Economic and business 
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1krishendri7@gmail.com.

T ri Septin M uji R ahayu(2)
Faculty of Economic and business 
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ABSTRACT

The purpose o f this study was to determine the effect o f brand image, 
brand trust and product quality on brand loyalty. Data collection using a 
questionnaire tool. The sample o f this study was Cardinal customers in 
Purwokerto. The method used is nonprobability sampling with 100 samples that 
meet various predetermined criteria. The results o f this study state that brand 
image, brand trust and product quality simultaneously influence brand loyalty. 
Brand image has a significant negative effect on brand loyalty. Brand trust has a 
significant negative effect on brand loyalty. Product quality has a significant 
positive effect on brand loyalty.

Keywords : Brand Image, Brand Trust, Product Quality and Brand Loyalty.

xi

Pengaruh Citra Merek…, Kris Hendrianto, Fakultas  Ekonomi dan Bisnis UMP, 2020

mailto:1krishendri7@gmail.com
mailto:2septinharyanto@gmail.com


DAFTAR ISI

HALAMAN JUDUL........................................................................................ i

HALAMAN PERSETUJUAN.......................................................................  ii

HALAMAN PENGESAHAN........................................................................  iii

HALAMAN PERNYATAAN ORISINALITAS........................................ iv

M OTO................................................................................................................. v

PERSEMBAHAN.............................................................................................  vi

KATA PENGANTAR.....................................................................................  vii

HALAMAN PERSETUJUAN PUBLIKASI..............................................  ix

ABSTRAK.........................................................................................................  x

ABSTRACK.......................................................................................................  xi

DAFTAR ISI...................................................................................................... xii

BAB I PENDAHULUAN

A. Latar Belakang....................................................................................  1

B. Rumusan Masalah...............................................................................  6

C. Batasan M asalah.................................................................................  6

D. Tujuan Penelitian................................................................................  7

E. Manfaat Penelitian..............................................................................  7

BAB II

A. Manfaat Penelitian.............................................................................. 9

1. Manajemen Pemasaran................................................................. 9

2. Perilaku Konsumen........................................................................  9

3. Loyalitas Merek...............................................................................  10

4. Citra M erek.....................................................................................  12

5. Kepercayaan Merek.......................................................................  14

6. Kualitas Produk.............................................................................. 15

B. Penelitian Terdahulu........................................................................... 18

C. Kerangka Pemikiran........................................................................... 20

1. HubunganCitra merek dengan loyalitas merek....................  20

xii

Pengaruh Citra Merek…, Kris Hendrianto, Fakultas  Ekonomi dan Bisnis UMP, 2020



2. Hubungan kepercayaan merek terhadap loyalitas merek .... 21

D. Hipotesis.............................................................................................. 23

BAB III METODE PENELITIAN

A. Jenis Penelitian.................................................................. 24

B. Populasi dan Sampel........................................................................... 25

C. Metode Pengumpulan Data............................................................... 27

D. Variabel Penelitian.............................................................................. 28

E. Definisi Operasional............................................................................ 29

F. Metode Analisis Data ........................................................................  31

BAB IV HASIL DAN PEMBAHASAN

A. Gambaran Umum Cardinal............................................................  41

B. Hasil Penelitian ....................................................................................  42

C. Pembahasan..........................................................................................  61

1. Pengaruh Citra Merek Terhadap Loyalitas Merek................ 62

2. Pengaruh Kepercayaan merek Terhadap Loyalitas Merek.. 64

3. Pengaruh Kualitas Produk Terhadap Loyalitas Merek........  65

BAB V PENUTUP

A. Kesimpulan ...........................................................................................  68

B. Keterbatasan Peneliti ........................................................................  68

C. Saran ...................................................................................................... 68

DAFTAR PUSTAKA

LAMPIRAN

xiii

Pengaruh Citra Merek…, Kris Hendrianto, Fakultas  Ekonomi dan Bisnis UMP, 2020




