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PENGARUH BRAND IMAGE, KUALITAS PELAYANAN, WORD OF MOUTH
DAN STORE ATMOSPHERE TERHADAP LOYALITAS PELANGGAN
THE SOEDS COFFEE TEA AND SPACES PURWOKERTO

Farah Nadya Detriana! Mochammad Agung Miftahuddin?
Fakultas Ekonomi dan Bisnis, Universitas Muhammadiyah Purwokerto
farahnadia377@gmail.com?, Mochammadmiftahudinm@gmail.com?

ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh Brand Image, Kualitas
Pelayanan, Word of Mouth, dan Store Atmosphere terhadap Loyalitas Pelanggan The Soeds
Coffee Tea and Spaces Purwokerto. Jenis penelitian ini adalah kuantatif. Pengambilan
sampel ini menggunakan metode purposive sampling dengan Kriteria dimana pelanggan
The Soeds Coffee Tea and Spaces Purwokerto yang pernah melakukan pembelian minimal
dua kali dijadikan sampel. Instrumen pengumpulan data menggunakan kuesioner. Sampel
yang digunakan sejumlah 110 pelanggan. Teknik analisis data menggunakan Statistical
Package for the Social Sciences (SPSS). Analisis data menggunakan Uji Koefisien
Determinasi R?. Berdasarkan hasil analisis menunjukkan bahwa brand image berpengaruh
positif terhadap loyalitas pelanggan, kualitas pelayanan berpengaruh positif terhadap
loyalitas pelanggan, word of mouth berpengaruh secara positif terhadap loyalitas pelanggan
dan store atmosphere berpengaruh positif terhadap loyalitas pelanggan. Hasil uji
determinasi R? menunjukkan bahwa pengaruh brand image, kualitas pelayanan, word of
mouth dan store atmosphere terhadap loyalitas pelanggan sebesar 78,1%.

Kata kunci: Brand image, kualitas pelayanan, word of mouth, store atmosphere,
loyalitas.
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THE EFFECT OF BRAND IMAGE, SERVICE QUALITY, WORD OF MOUTH
AND STORE ATMOSPHERE ON CUSTOMER LOYALTY AT THE SOEDS
COFFEE TEA AND SPACES PURWOKERTO

Farah Nadya Detriana! Mochammad Agung Miftahuddin 2
The Faculty of Economics and Business, Universitas Muhammadiyah Purwokerto
farahnadia377@gmail.com?, Mochammadmiftahudinm@gmail.com?

ABSTRACT

This research aims to analyze the influence of Brand Image, Service
Quality, Word of Mouth, and Store Atmosphere on Customer Loyalty of The Soeds
Coffee Tea and Spaces Purwokerto. This type of research is quantitative. This
sampling method uses a purposive sampling method with criteria where customers
of The Soeds Coffee Tea and Spaces Purwokerto who have made at least two
purchases are used as samples. The data collection instrument uses a
questionnaire. The sample used was 110 customers. The data analysis technique
uses the Statistical Package for the Social Sciences (SPSS). Data analysis uses the
R2 Coefficient of Determination Test. Based on the analysis results, it shows that
brand image has a positive effect on customer loyalty, service quality has a
positive effect on customer loyalty, word of mouth has a positive effect on customer
loyalty and store atmosphere has a positive effect on customer loyalty. The results
of the R2 determination test show that the influence of brand image, service
quality, word of mouth and store atmosphere on customer loyalty is 78.1%.

Keywords: Brand image, service quality, word of mouth, store atmosphere, loyalty.
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