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ANALYSIS OF CUSTOMER LOYALTY THROUGH CUSTEMER
SATISFACTION BASE ON BRAND IMAGE AND PRODUCT QUALITY
MODERARED BY SOCIAL MEDIA MARKETING AMONG HIGH SCHOOL
STUDENT USING XIAOMI BRAND SMARTPHONE PRODUT IN SOUTH
TANGERANG CITY

ABSTRACT

Arif Siaha Widodo
N.P.M. 073218024

- Building customer satisfaction and customer loyalty is currently the most important
thing that companies must do amidst the emergence of new competitors in the
smartphone business. Apart from that, the intensity of smartphone users in
accessing social media is very high. Therefore, it is one of the marketing strategies
of smartphone manufacturing companies today. using social media marketing
including Xiaomi brand

This research aims to examine the influence of Brand Image and product quality on
customer loyalty through customer satisfaction moderated by social media
marketing. The approach used in this research is a quantitative approach. The
sample used in this research was high school students using Xiaomi brand
smartphones in South Tangerang City, totaling 388 respondents. Research data was
obtained from the results of filling out a questionnaire and analyzed using the SEM
analysis method technique with the help of the Lisrel program.

' The results of this research show that (1) Brand Image influences customer
- satisfaction; (2) product quality influences customer satisfaction; (3) Brand image
- and product quality simultaneously influence customer satisfaction (4) Brand Image
- influences customer loyalty; (5) product quality influences customer loyalty;

- (6) customer satisfaction influences customer loyalty; (7) Brand Image, product
- quality and customer satisfaction simultaneously influence customer loyalty; (8)
- Social media marketing can strengthen the influence of brand image on customer
loyalty, (9) Social media marketing does not strengthen the influence of product
quality on customer loyalty (10) Social media marketing can strengthen the
influence of customer satisfaction on customer loyalty

- Keywords: Brand Image, product quality, customer satisfaction, customer loyalty,
and social media marketing
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Membangun customer satisfaction dan customer loyality saat ini adalah hal
terpenting yang harus dilakukan oleh perusahaan di tengah bermunculannya
pesaing-pesaing baru dalam bisnis smariphone.Selain itu intensitas pengguna
smartphone dalam mengakses social media sangat tinggi .Oleh karenanya salah satu
strategi pemasaranya perusahaan produsen smartphone saat ini menggunakan social
media marketing temasuk smartphone merek Xiaomi.

Penelitian ini bertujuan untuk menguji pengaruh brand image dan product quality
terhadap customer loyalty melalui customer satisfaction dengan dimoderasi oleh
socia media marketing. Pendekatan yang digunakan dalam penelitian ini adalah
pendekatan kuantitatif. Sampel yang digunakan dalam penelitian ini adalah siswa
SLTA pengguna smartphone merek Xiaomi di Kota Tangerang Selatan yang
berjumlah 388 responden. Data penelitian diperoleh dari hasil pengisian kuesioner
dan dianalisis dengan menggunakan teknik metode analisis SEM dengan bantuan
program Lisrel.

Hasil penelitian menunjukkan bahwa (1) Brand image berpengaruh terhadap
coustumer satisfaction, (2) Product quality berpengaruh terhadap customer
satisfaction; (3) Brand image dan product quality secara simultan berpengaruh
terhadap customer satisfaction (4) Brand image berpengaruh terhadap customer
loyalty;(5) Produk quality berpengaruh terhadap customer loyalty, (6) customer
satisfaction berpengaruh terhadap customer loyalty, (7) Brand Image,product
quality dan customer satisfaction berpengaruh secara simultan terhadap customer
loyalty; (8) Social media marketing dapat memperkuat pengaruh brand image
terhadap customer loyalty, (9) Social media marketing tidak memperkuat pengaruh
product quality tethadap customer loyalty (10) Social media marketing dapat
memperkuat pengaruh customer satisfaction terhadap customer loyalty

Kata kunci: Brand Image, product quality, customer satisfaction, customer loyalty,
dan social media marketing
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