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Abstract

Consumer perceptions of service quality increases, it will increase customer satisfaction,
and vice versa if the consumer perceptions of service quality declines, will reduce customer
satisfaction. Consumer perceptions of service quality increases, it will increase customer
loyalty, and vice versa if the consumer perceptions of service quality declines, will reduce
consumer loyalty to the brand equity pelanggan.Persepsi increases, it will increase customer
satisfaction, otherwise if consumer perceptions of brand equity decreases, will lower
customer satisfaction. Consumer perceptions of the brand equity increases, it will increase
customer loyalty, otherwise if consumer perceptions of brand equity decreases, will lose
customer loyalty. Consumer perceptions of brand image increases, it will increase the
customer satisfaction of consumers, otherwise if consumer perceptions of brand image
decreases, will reduce customer satisfaction. Consumer perceptions of brand image
increases, it will increase customer loyalty, otherwise if consumer perceptions of brand image
decreases, will lose customer loyalty. Consumer perceptions of corporate branding increases,
it will increase the customer satisfaction of consumers, otherwise if consumer perceptions of
corporate branding to decline, consumers will reduce customer satisfaction. Consumer
perceptions of corporate branding increases, customer loyalty will increase, but the increase
is not meaningful, otherwise if consumer perceptions of corporate branding is decreasing, the
decline does not mean mere loyalty. Customers increased customer satisfaction, it will
increase customer loyalty, otherwise if consumers decreased customer satisfaction, it will
lower customer loyalty.
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1. Pendahuluan

Kajian empirik yang telah dilakukan oleh peneliti terdahulu Liao (2009) sebagai
kerangka pikir dalam menguji faktor terbesar yang mempengaruhi loyalitas pelanggan,
dengan menguji pengaruh variabel kualitas layanan terhadap persepsi nilai, kepercayaan,
kepuasan pelanggan dan loyalitas pelanggan. Pada penelitian Liao (2009) masih terdapat
kelemahan dalam menguji faktor terbesar yang memengaruhi loyalitas pelanggan, tidak cukup
hanya dengan pembahasan yang berorientasi semata-mata pendekatan pelayanan,
kepercayaan, persepsi nilai agar mencapai kepuasan pelanggan dan loyalitas pelanggan
namun juga berhubungan dengan berbagai variabel lain termasuk variable yang berorientasi
merek.
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