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ABSTRAK

Muhammad Fadhilah Yasin, 2019; Pengaruh Citra Merek dan Kualitas
Layanan Terhadap Loyalitas Pelanggan dengan Kepuasan Pelanggan
Sebagai Intervening (Studi pada Starbucks Metropole). Skripsi, Jakarta:
Program Studi S1 Manajemen, Fakultas Ekonomi, Universitas Negeri
Jakarta. Tim Pembimbing: Dra. Basrah Saidani, M.Si & Shandy Aditya BIB,
MPBS.

Tujuan dari penelitian ini adalah: 1) Untuk mengetahui citra merek berpengaruh
terhadap kepuasan pelanggan Starbucks Coffee. 2) Untuk mengetahui citra merek
berpengaruh terhadap loyalitas pelanggan Starbucks Coffee. 3) Untuk mengetahui
kualitas pelayanan berpengaruh terhadap kepuasan pelanggan Starbucks Coffee. 4)
Untuk mengetahui kualitas pelayanan berpengaruh terhadap loyalitas pelanggan
Starbucks Coffee. 5) Untuk mengetahui kepuasan pelanggan berpengaruh
terhadap loyalitas pelanggan Starbucks Coffee. 6) Untuk mengetahui pengaruh
citra merek terhadap loyalitas pelanggan melalui kepuasan pelanggan sebagai
variabel intervening pada Starbucks Coffee. 7) Untuk mengetahui pengaruh
kualitas pelayanan terhadap loyalitas pelanggan melalui kepuasan pelanggan
sebagai variabel intervening pada Starbucks Coffee. Metode pengumpulan data
menggunakan metode survey dengan instrumen berupa kuesioner. Subjek
penelitian ini adalah 220 responden yang merupakan pelanggan loyal Starbucks
Metropole. Teknis analisis data menggunakan Structural Equation Modelling
(SEM) dengan software AMOS SEM v22 dan SPSS versi 25 untuk mengolah dan
menganalisis data hasil penelitian. Teknik Sampling yang digunakan pada
penelitian adalah purposive sampling. Hasil penelitian menemukan bahwa 1) Citra
Merek berpengaruh terhadap Kepuasan Pelanggan. 2) Citra Merek berpengaruh
terhadap Loyalitas Pelanggan. 3) Kualitas Pelayanan berpengaruh positif terhadap
Kepuasan Pelanggan. 4) Kualitas Pelayanan berpengaruh positif terhadap
Loyalitas Pelanggan. 5) Kepuasan Pelanggan berpengaruh terhadap Loyalitas
Pelanggan. 6) kepuasan pelanggan merupakan mediasi antara citra merek dan
loyalitas pelanggan. 7) kepuasan pelanggan merupakan mediasi antara kualitas
layanan dan loyalitas pelanggan.

Kata Kunci : Citra Merek, Kualitas Layanan, Kepuasan Pelanggan, Loyalitas
Pelanggan, Starbucks, Metropole



ABSTRACT

Muhammad Fadhilah Yasin, 2019; INFLUENCE BRAND IMAGE AND
SERVICE QUALITY TOWARD CUSTOMER LOYALTY WITH CUSTOMER
SATISFACTION AS INTERVENING: STUDY ON STARBUCKS COFFEE
SHOP CENTRAL JAKARTA Thesis, Jakarta: Bachelor's degree Management
Study Program, Faculty of Economics, Universitas Negeri Jakarta. Advisory:
Dra. Basrah Saidani, M.Si & Shandy Aditya BIB, MPBS.

The purpose of this research are: 1) To determine whether Brand Image affect
significantly to customer satisfaction of Starbucks Metropole. 2) To determine
whether brand image affect significantly to customer loyalty of Starbucks
Metropole. 3) To determine whether service quality affect significantly to
customer satisfaction of Starbucks Metropole. 4) To determine whether service
quality affect significantly to customer loyalty of Starbucks Metropole. 5) To
determine whether customer satisfaction affect significantly to customer loyalty of
Starbucks Metropole. 6) To determine whether brand image affect customer
loyalty through customer satisfaction as intervening variable at Starbucks
Metropole. 7) To determine whether service quality affect customer loyalty
through customer satisfaction as intervening variable at Starbucks Metropole. in
order to collecting data, this study using survey with questionnaire as it’s
instrument. Subject of this study is 220 respondents who have regular customers
of Starbucks Metropole. To analyze and process the data, this study use Structural
Equation Modelling (SEM) technique with software AMOS SEM v22 and SPSS
Version 25 The sampling technique used in this research is purposive sampling.
The results of the study found that: 1) brand image had an effect on customer
satisfaction. 2) brand image had an effect on customer loyalty. 3) service quality
had an effect on customer satisfaction. 4) service quality had an effect on
customer loyalty. 5) customer satisfaction had an effect on customer loyalty. 6)
customer satisfaction is a mediation between brand image and customer loyalty.
7) customer satisfaction is mediation between service quality and customer
loyalty.

Keywords : Brand Image, Service Quality, Customer Satisfaction, Customer
Loyalty, Starbucks, Metropole
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