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ABSTRACT

Rasi Firdani. 302 11 11 036. The Effects of Brand Equity and Word of Mouth on
Customer Loyalty in the Case of Citra Hand and Body Lotion (Case Study of the
Female Undergraduate Students of the Faculty of Economics, Universitas
Bangka Belitung)

The purpose of this study is to determine the effects of brand equity and
word of mouth on the variable customer loyalty in the case of Citra Hand and Body
Lotion. The population in this reasearch consist of female student who use Citra
Hand and Body Lotion in the Faculty of Economics, Universitas Bangka Belitung,
which has a total of 163 students. This is a descriptive quantitative reasearch with
a sample of 116 respondents chosen using the accidental sampling method. The
instruments are tested using validity and reliability tests, while the data is analyzed
using multiple linear regression method with T test and F test.

The research result show that for the independent variable X1, teount (5.378)
> tranle (1.98137) and for the independent variable Xz Teount (6.672) > Tranle
(1.98137). Hence, both X1, and X» affect Y partially. The F st show that F count
(335,564) > Fapie (3.08), while the significance is 0.000 < alpha at significance
level rate of 0.05. Therefore, Ho is rejected and Ha is acceted, meaning that the
brand equity and word of mouth significantly and simultaneously affecting the
customer loyalty. Meanwhile, the coefficient of determination (Adjusted R Square)
is 0.707 or 70.7%, which means that the Citra Hand and Body Lotion’s customer
loyalty can be explained by the brand equity and word of mouth variables.

Keywords: brand equity, word of mouth, customer loyalty
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ABSTRAK

Rasi Firdani. 302 11 11 036. Pengaruh Ekuitas Merek dan Word Of Mouth
Terhadap Loyalitas Pelanggan Pada Produk Citra Hand and Body Lotion
(Studi Kasus Pada Mahasiswi Fakultas Ekonomi Universitas Bangka
Belitung)

Penelitian ini bertujuan untuk mengetahui besarnya pengaruh unsur Ekuitas
Merek dan word of mouth, sedangkan variabel terikatnya adalah loyalitas pelanggan
produk Citra Hand and Body Lotion. Populasi penelitian ini adalah para para
mahasiswi Fakultas Ekonomi Universitas Bangka Belitung yang menggunakan
produk Citra Hand and Body Lotion berjumlah 163 mahasiswi. Penelitian ini
merupakan penelitian deskriptif kuantitatif dengan jumlah sampel sebanyak 116
respoden sedangkan teknik pengambilan sampel menggunakan teknik accidental
sampling. Pengujian instrumen menggunakan uji validitas dan uji reliabilitas.
Sedangkan metode analisis data menggunakan analisis regresi linier berganda
dengan uji t dan uji F.

Hasil penelitian variabel independen X1 diperoleh thitung (5,378) > Trapel
(1,98137), dan variabel Xz thitung (6,672) > Traber (1,98137). Maka variabel Xi
berpengaruh secara parsial terhadap variabel Y, dan variabel X, berpengaruh secara
parsial terhadap variabel Y. Hasil uji F menunjukkan bahwa Fhitung (335,564) > Frapel
(3,08), sedangkan signifikansi adalah 0,000 < alpha pada taraf signifikansi 0,05,
maka Ho ditolak dan Ha diterima yang berarti ekuitas merek dan word of mouth
secara bersama-sama atau simultan mempengaruhi loyalitas pelanggan secara
signifikan. Sedangkan koefisien determinasi (Adjusted R Square) sebesar 0,707
atau 70,7% yakni berarti variasi variabel loyalitas pelanggan Citra Hand & Body
Lotion dapat dijelaskan oleh variabel ekuitas merek dan word of mouth.

Kata kunci : Ekuitas Merek, Word Of Mouth, Loyalitas Pelanggan
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