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ABSTRACT 

ELLY. 3021511024. Building Customer Loyalty Through Customer Satisfaction 

Affected by Product Quality, Price Perception, and Brand Image (Study of 

Students of Samsung Smartphone Users at FPPB, University of Bangka 

Belitung). 

This study aims to determine the effect of product quality, price perception, and 

brand image on customer loyalty through customer satisfaction in FPPB student 

of the faculty of Agriculture, Fisheries and Biologi, University of Bangka 

Belitung. Independent variables are product quality, price perception, brand 

image, the dependent variable is customer loyalty, customer satisfaction as an 

intervening variable. The population of this study was FPPB students at the 

University of Bangka Belitung.        

        The sampling method use the accidental sampling method. The data 

used are primary data, obtained through questionnaires. Research uses 

descriptive and quantitative approaches. Research sample of 178 student. Using 

the analysis of Structural Equation Modeling at LISREL 8.80.   

                                                                         The results showed: 

product quality did not have a positive effect on customer satisfaction in 

accordance with the results of 0,750 < 1,653; product quality does not have a 

positive effect on customer loyalty in accordance with the results -1,371 < 1,653; 

price perception does not have a positve effect on customer satisfaction according 

to the results of -0,800 < 1,653; price perception does not have a positive effect 

on custoer loyalty in accordance with the resuslts of -0,640 < 1,653; brand image 

does not have a positive effect on customer loyalty in accordance with the results -

1,570 < 1,653; customer satisfaction has a positive effect on customer loyalty in 

accordance with the results of 2,590 < 1,653; product quality, price perception, 

and brand image have a positive effect on customer loyalty through customer 

satisfaction.  

 

Keywords: Product Quality, Price Perception, Brand Image, Customer 

Satisfaction, Customer Loyalty  
 

 

 

 

 

 

 

 

 

 



ABSTRAK 

 

ELLY. 30121511024. Membangun Loyalitas Pelanggan Melalui Kepuasan 

Pelanggan yang di Pengaruhi oleh Kualitas Produk, Persepsi Harga, dan 

Citra Merek (Studi Pada Mahasiswa Pengguna Smartphone Merek Samsung 

di FPPB Universitas Bangka Belitung). 

 

Penelitian ini bertujuan  mengetahui pengaruh kualitas produk, persepsi 

harga, dan citra merek terhadap loyalitas pelanggan melalui kepuasan pelanggan 

pada mahasiswa FPPB Fakultas Pertanian Perikanan dan Biologi Universitas 

Bangka Belitung. Variabel independen yaitu kualitas produk, persepsi harga,  citra 

merek, variabel dependen yaitu loyalitas pelanggan,  kepuasan pelanggan sebagai 

variabel intervening. Populasi  penelitian ini adalah mahasiswa FPPB Universitas 

Bangka Belitung.                     

Metode pengambilan sampel menggunakan metode accidental sampling. 

Data yang digunakan data primer, diperoleh melalui penyebaran kuesioner. 

Penelitian menggunakan pendekatan deskriptif dan kuantitatif. Sampel penelitian 

178 mahasiswa. Menggunakan analisis Structural Equation Modeling pada 

LISREL 8.80.       

Hasil penelitian menunjukkan: kualitas produk tidak berpengaruh positif 

terhadap kepuasan pelanggan sesuai dengan hasil 𝑡ℎ𝑖𝑡𝑢𝑛𝑔 0,750 < 𝑡𝑡𝑎𝑏𝑒𝑙 1,653;  

kualitas produk tidak berpengaruh positif terhadap loyalitas pelanggan sesuai 

dengan hasil 𝑡ℎ𝑖𝑡𝑢𝑛𝑔 -1,371 < 𝑡𝑡𝑎𝑏𝑒𝑙 1,653; persepsi harga tidak berpengaruh positif 

terhadap kepuasan pelanggan sesuai dengan hasil 𝑡ℎ𝑖𝑡𝑢𝑛𝑔 -0,800 < 𝑡𝑡𝑎𝑏𝑒𝑙 1,653; 

persepsi harga tidak berpengaruh positif terhadap loyalitas pelanggan sesuai 

dengan hasil 𝑡ℎ𝑖𝑡𝑢𝑛𝑔 -0,640 < 𝑡𝑡𝑎𝑏𝑒𝑙 1,653; citra merek tidak berpengaruh positif 

terhadap kepuasan pelanggan sesuai dengan hasil 𝑡ℎ𝑖𝑡𝑢𝑛𝑔 -0,750 < 𝑡𝑡𝑎𝑏𝑒𝑙 1,653; 

citra merek tidak berpengaruh positif terhadap loyalitas pelanggan sesuai dengan 

hasil 𝑡ℎ𝑖𝑡𝑢𝑛𝑔 -1,570 < 𝑡𝑡𝑎𝑏𝑒𝑙 1,653; kepuasan pelanggan berpengaruh positif 

terhadap loyalitas pelanggan  sesuai dengan hasil 𝑡ℎ𝑖𝑡𝑢𝑛𝑔 2,590 < 𝑡𝑡𝑎𝑏𝑒𝑙 1,653; 

kualitas produk, persepsi harga, dan citra merek berpengaruh positif terhadap 

loyalitas  pelanggan melalui kepuasan pelanggan  

 

Kata Kunci: Kualitas Produk, Persepsi Harga, Citra Merek, Kepuasan   

Pelanggan, Loyalitas Pelanggan  
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