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INTISARI 

Persaingan bisnis kini berkembang begitu pesat, setiap perusahaan 

berlomba untuk memberikan keunggulan terbaik pada setiap produknya untuk 

merebut pangsa pasar dan mempertahankan loyalitas konsumennya. Tujuan dari 

penelitian ini untuk mengetahui pengaruh kualitas produk , citra merek , kepuasan 

konsumen terhadap loyalitas konsumen.Populasi dalam pengambilan sampel ini 

adalah pembeli dan pengguna sepeda motor matik honda di daerah istimewa 

yogyakarta yang berumlah 100 responden.data dikumpulkan menggunakan 

kuesioner untuk kemudian dianalisis menggunakan Structural Equation 

Modelling (SEM). Hasi analisis membuktikan kualitas produk berpengaruh 

posittif terhadap kepuasan konsumen, kualitas produk berpengaruh positif 

terhadap citra merek , kepuasan konsumen berpengaruh positif terhadap loyalitas 

konsumen , citra merek berpengaruh positif terhadap loyalitas konsumen , kualitas 

produk justru berpengaruh negatif terhadap loyalitas konsumen, kualitas produk 

berpengaruh positif terhadap loyalitas konsumen melalui kepuasan konsumen 

sebagai mediasi dan kualitas produk berpengaruh positif terhadap loyalitas 

konsumen melalui citra merek sebagai mediasi.  

Kata kunci : Kualitas produk , citra merek , kepuasan konsumen terhadap loyalitas 

konsumen pengguna sepeda motor matik honda. 
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ABSTRACT 

Business competition has grown rapidly. Every company competes to give their 

excellence in every product in order to win the market and to retain customers. 

The objective of this research is to find out the effect of quality of product, brand 

image, and customers’ satisfaction on customers’ loyalty. The population of this 

sample consisted of 100 the customers and users of Honda matic motorcycles in 

Yogyakarta Province. The data were collected using questionnaire, and they were 

analyzed using Structural Equation Modelling (SEM). The analysis results proves 

that quality of product has positive effect on customers’ satisfaction,  quality of 

product has positive effect on brand image, customers’ satisfaction has positive 

effect on customers’ loyalty, brand image has positive effect on customers’ 

loyalty, quality of product has negative effect on customers’ loyalty, quality of 

product has positive effect on customers’ loyalty through customers’ satisfaction 

as mediation, and quality of product has positive effect on customers’ loyalty 

through brand image as mediation. 

Key words: quality of product, brand image, customers’ satisfaction, customers’ 

loyalty  to Honda matic motorcycles. 
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