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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas produk, harga, dan
citra merek terhadap loyalitas pelanggan melalui kepuasan pelanggan sebagai
variabel mediasi pada Lubake Donut di Surabaya. Pendekatan yang digunakan
dalam penelitian ini adalah pendekatan kuantitatif. Populasi dalam penelitian ini
adalah seluruh pelanggan Lubake Donut di Surabaya. Sampel yang digunakan
dalam penelitian ini adalah teknik purposive sampling dengan kriteria responden
berusia minimal 17 tahun, pernah melakukan pembelian produk Lubake Donut,
dan bersedia mengisi kuesioner penelitian. Jumlah responden dalam penelitian ini
sebanyak 120 responden yang merupakan sampel yang diolah melalui penyebaran
kuesioner secara online menggunakan Google Form sebagai alat pengumpulan
data. Data penelitian diolah menggunakan IBM Statistic SPSS Versi 29 dengan
teknik analisis regresi linier berganda dan analisis jalur (path analysis) untuk
menguji peran variabel mediasi. Hasil pengujian hipotesis melalui uji t
menunjukkan bahwa kualitas produk berpengaruh positif dan signifikan terhadap
kepuasan pelanggan, harga berpengaruh positif dan signifikan terhadap kepuasan
pelanggan, serta citra merek berpengaruh positif dan signifikan terhadap kepuasan
pelanggan. Selain itu, kepuasan pelanggan berpengaruh positif dan signifikan
terhadap loyalitas pelanggan, serta mampu memediasi pengaruh kualitas produk,
harga, dan citra merek terhadap loyalitas pelanggan Lubake Donut di Surabaya.
Kata Kunci: Kualitas Produk, Harga, Citra Merek, Kepuasan Pelanggan,
Loyalitas Pelanggan.
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ABSTRACT

This study aims to examine the effect of product quality, price, and brand image
on customer loyalty through customer satisfaction as a mediating variable at
Lubake Donut in Surabaya. The approach used in this study is a quantitative
approach. The population of this study consists of all customers of Lubake Donut
in Surabaya. The sample was selected using a purposive sampling technique with
criteria including respondents aged at least 17 years, having previously
purchased Lubake Donut products, and being willing to complete the research
questionnaire. The number of respondents in this study was 120, whose data were
collected through the distribution of online questionnaires using Google Forms as
the data collection instrument. The research data were analyzed using IBM SPSS
Statistics Version 29 with multiple linear regression analysis and path analysis to
test the mediating role of customer satisfaction. The results of hypothesis testing
using the t-test indicate that product quality has a positive and significant effect
on customer satisfaction, price has a positive and significant effect on customer
satisfaction, and brand image has a positive and significant effect on customer
satisfaction. Furthermore, customer satisfaction has a positive and significant
effect on customer loyalty and is able to mediate the effects of product quality,
price, and brand image on customer loyalty at Lubake Donut in Surabaya.
Keywords: Product Quality, Price, Brand Image, Customer Satisfaction,
Customer Loyalty.
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