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ABSTRACT 

 

 

Suharyadi, 302 12 11 106. The influence of trust in brand, brand image and 

service quality on customer loyalty at Gerai Indosat Oooredoo Pangkalpinang. 

 

The background of this research is based on the phenomenon that shows 
variable of trus in bran, brand image and service quality can influence customer 
loyalty. The purpose of this research is to determine and to get review of the 

influence of trust in brand, brand image and service quality on customer loyalty at 
Gerai Indosat Ooredoo Pangkalpinang.  

This is descriptive quantitative research with total sampel of 147 
respondents, while the sampling method used accidental sampling. The 
independent variable of this research consisted of trust in brand, brand image and 

service quality, while the dependent variable is customer loyalty. The test of 
instrument used validity test and reability test. The method of data analysis used 

multiple linear regression, t test, F test, and coeicient of determination (R2). 

The result of independent variable X1 is obtained tvalue (4.978) > Tvalue 
(1.9762), variable X2 Tvalue (3.896) > Ttable (1.9762), and variable X3 tvalue (4.654) 

> Ttable (1.9762). Thus all of variable X (independent) partially influence variable 
Y ( dependent). The result of F test indicates that FValue (75.035) > Ftable (2.67), 

while the significance is 0.000 < alpha on the significance level of 0.05, means 
that independent vaeiable (trust in brand, brand image and service quality) 
simultaneously influence dependent variable (customer loyalty) in the amount of 

60.3% an the remaining is 39.7% influenced by other variable out of research. 
 

 

Keywords: Trust in Brand, Brand Image, Service Quality, and Customer 

Loyalty. 
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ABSTRAK 

 

  

Suharyadi. 302 12 11 106. Pengaruh Trust in Brand, Brand Image dan Service 

Quality terhadap Loyalitas Konsumen pada Gerai Indosat Ooredoo 

Pangkalpinang. 

 

Penelitian ini dilatar belakangi berdasarkan fenomena menunjukan bahwa 
variabel trust in brand, brand image dan service quality dapat mempengaruhi 

loyalitas konsumen. Tujuan dari penelitian ini adalah untuk mengetahui dan 
mendapatkan kajian tentang pengaruh trust in brand, brand image dan service 

quality terhadap loyalitas konsumen pada Gerai Indosat Ooredoo Pangkalpinang. 

Penelitian ini merupakan penelitian deskriptif  kuantitatif dengan jumlah 
sampel sebanyak 147 responden, sedangkan metode pengambilan sampelnya 

menggunakan Accidental sampling. Pada penelitian ini variabel bebasnya terdiri 
dari trust in brand, brand image dan service quality, sedangkan variabel 

terikatnya adalah loyalitas konsumen. Pengujian instrumen menggunakan uji 
validitas dan uji reliabilitas. Sedangkan metode analisis data menggunakan 
analisis regresi linier berganda, uji t, uji F dan koefisien determinasi (R2). 

 Hasil penelitian variabel independen X1 diperoleh  thitung (4,978) > Ttabel 
(1,9762), variabel X2 thitung (3,896) > Ttabel (1,9762), dan variabel X3 thitung (4,654) 

> Ttabel (1,9762). Maka seluruh variabel X (independen) berpengaruh secara 
parsial terhadap variabel Y (dependen). Hasil uji F menunjukkan bahwa Fhitung 
(75,035) > Ftabel (2,67), sedangkan signifikansi adalah 0,000 < alpha pada taraf 

signifikansi 0,05, berarti variabel independen (trust in brand, brand image dan 
service quality) secara bersama-sama atau simultan mempengaruhi variabel 

dependen (loyalitas konsumen) secara positif dan signifikan. Hasil analisis 
koefisien determinasi (R2) menunjukan bahwa variabel independen (trust in 
brand, brand image dan service quality) mempengaruhi variabel dependen 

(loyalitas konsumen) sebesar 60,3%, dan sisanya 39,7% dipengaruhi oleh variabel 
lain diluar penelitian. 

 

Kata Kunci : Trust in Brand, Brand Image, Service Quality dan Loyalitas 

Konsumen 
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