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MOTTO 

 

“You must make haste. 

If there is an obstacle in your path, you must plow through it.” 

Lady Danbury - Bridgerton 
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ABSTRAK 

  

Tujuan penelitian ini untuk menganalisis dan mengetahui Pengaruhh Kualitas 

Layanan terhadap Loyalitas Pelanggan dengan Citra Merek dan Kepuasan Pelanggan 

sebagai Mediasi pada Supermarket Mirota Yogyakarta. Dalam penelitian ini 

menggunakan data primer dengan cara menyebarkan kuesioner secara online sebanyak 

189 responden, dan penelitian ini menggunakan pengujian model menggunakan 

Struktural Equation Modeling (SEM) dengan aplikasi SmartPLS 3. 

 

Hasil penelitian ini mengkaji pengaruh Kualitas Layanan mempengaruhi secara 

positif dan signifikan terhadap Citra Merek. Kualitas Layanan mempengaruhi secara 

positif dan signifikan terhadap Kepuasan Pelanggan. Kualitas Layanan tidak 

mempengaruhi secara positif dan signifikan terhadap Loyalitas Pelanggan. Citra Merek 

mempengaruhi secara positif dan signifikan terhadap Kepuasan Pelanggan. Citra 

Merek tidak mempengaruhi secara positif dan signifikan terhadap Loyalitas Pelanggan. 

Kepuasan Pelanggan mempengaruhi secara positif dan signifikan terhadap Loyalitas 

Pelanggan. Citra Merek memediasi pengaruh Kualitas Layanan terhadap Kepuasan 

Pelanggan. Citra Merek tidak memediasi pengaruh signifikan Kualitas Layanan 

terhadap Loyalitas Pelanggan. Kepuasan Pelanggan memediasi pengaruh positif dan 

signifikan Kualitas Layanan terhadap Loyalitas Pelanggan. Kepuasan Pelanggan 

memediasi pengaruh positif dan signifikan Citra Merek terhadap Loyalitas Pelanggan. 

 

Kata Kunci: Kualitas Layanan, Citra Merek, Kepuasan Pelanggan, dan Loyalitas 

Pelanggan. 
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ABSTRACT 

 

The purpose of this study was to analyze and determine the effect of Service 

Quality on Customer Loyalty with Brand Image and Customer Satisfaction as 

Mediation at Mirota Supermarket Yogyakarta. In this study using primary data by 

distributing questionnaires online as many as 189 respondents, and this study uses 

model testing using Structural Equation Modeling (SEM) with the SmartPLS 3 

application. 

 

The results of this study examine the effect of Service Quality has a positive 

and significant effect on Brand Image. Service Quality has a positive and significant 

effect on Customer Satisfaction. Service Quality does not positively and significantly 

affect Customer Loyalty. Brand Image has a positive and significant effect on 

Customer Satisfaction. Brand Image does not have a positive and significant effect on 

Customer Loyalty. Customer Satisfaction has a positive and significant effect on 

Customer Loyalty. Brand Image mediates the effect of Service Quality on Customer 

Satisfaction. Brand Image does not mediate the significant effect of Service Quality on 

Customer Loyalty. Customer Satisfaction mediates the positive and significant effect 

of Service Quality on Customer Loyalty. Customer Satisfaction mediates the positive 

and significant effect of Brand Image on Customer Loyalty. 

 

 

 

Keywords: Service Quality, Brand Image, Customer Satisfaction, and Customer 

Loyalty. 

 

  


