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ABSTRAK 

Adit Bayu Prabowo / 28120413 / 2016 / Pengaruh Brand Trust terhadap Behavioral Loyalty 

melalui Customer Satisfaction di Bandar Djakarta Ancol / Pembimbing: Dr. Tony Sitinjak, 

M.M. 

Menjamurnya restoran dengan berbagai jenis makanan seafood membuat perusahaan – 

perusahaan makanan seafood seperti Bandar Djakarta berlomba – lomba untuk memenangkan 

hati konsumen dengan membangun kepercayaan merek yang tinggi. Kepercayaan merek dapat 

membangun loyalitas pelanggan melalui kepuasan kepada pelanggan.  

Teori yang digunakan untuk mendukung penelitian ini adalah definisi dari Brand Trust, 

customer satisfaction, dan behavioral loyalty beserta dengan indikator – indikatornya. 

Kemudian didukung dengan teori mengenai hubungan antara brand trust dengan customer 

satisfaction, brand trust dengan behavioral loyalty, serta customer satisfaction dengan 

behavioral loyalty 

Objek penelitian ini adalah Bandar Djakarta Ancol. Penelitian ini menggunakan 

penelitian kausal dengan menggunakan kuesioner untuk pengumpulan data. Prosedur yang 

digunakan untuk pengujian model dan pengolahan data adalah model persamaan SEM 

(Structural Equation Model) dengan menggunakan Lisrel 8.80  

Output yang dihasilkan Lisrel 8.80 menunjukan brand trust terhadap behavioral loyalty 

berpengaruh signifikan dengan koefisien positif, brand trust terhadap customer satisfaction 

berpengaruh signifikan dengan koefisien positif, customer satisfaction terhadap behavioral 

loyalty tidak berpengaruh signifikan dengan koefisien negatif, kemudian brand trust terhadap 

behavioral loyalty melalui customer satisfaction  tidak berpengaruh signifikan dengan koefisien 

negatif. 

Kesimpulan dari penelitian ini adalah brand trust berpengaruh positif dan signifikan 

terhadap behavioral loyalty, brand trust berpengaruh positif dan signifikan terhadap customer 

satisfaction, customer satisfaction berpengaruh negatif dan tidak signifikan terhadap behavioral 

loyalty, dan brand trust berpengaruh negatif dan tidak signifikan terhadap behavioral loyalty 

melalui customer satisfaction. 
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ABSTRACT 

ADIT BAYU PRABOWO / 28120413 / 2016 / Brand Trust Influence of Behavioral Loyalty 

Through Customer Satisfaction Bandar Djakarta Ancol / Advisor : Dr. Tony Sitinjak, M.M. 

The increasing number of restaurants of various land of food especially seafood has 

made the seafood companies such as Bandar Djakarta complete to win the heart of consumer 

by creating the highest of brand trust. Brand trust can build customer loyalty through customer 

satisfaction. 

The theory is used to supported the research is the definition of brand trust, customer 

satisfaction, and behavioral loyalty along with the indicators. An then this research also 

supported by theory of the relationship between, and brand trust with customer satisfaction, 

brand trust with behavioral loyalty, customer satisfaction with behavioral loyalty. 

The object of this study is Bandar Djakarta Ancol. This research method is using a 

causal method using a questionnaire for collecting data. The procedure used to test the model 

and data processing is a SEM (Structural Equation Modelling) using Lisrel 8.80 

The resulting Lisrel 8.80 output represented the brand trust against behavioral loyalty 

was significant with a positive coefficient, brand trust against customer satisfaction was 

significant with a positive coefficient, customer satisfaction against behavioral loyalty was not 

significant and a negative coefficient, and brand trust against behavioral loyalty through 

customer satisfaction was not significant with coefficient positive 

The conclusion of this study is the brand trust had a positive affect and significant on 

behavioral loyalty, brand trust had a positive affect and significant on customer satisfaction, 

customer satisfaction had a negative affect and insignificant on behavioral loyalty, brand trust 

had a positive affect and insignificant on behavioral loyalty through customer satisfaction 
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