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ABSTRAK 

 

Shendy Alda Hasim  / 24090385 /2014 / Pengaruh Citra Merek dan Kualitas Jasa pada 

Loyalitas Konsumen Starbucks Coffee Mall Kelapa Gading / Pembimbing : Dergibson 

Siagian, Ir., M.M 

 

Konsumsi kopi Indonesia tahun 2011 meningkat 20%. Industri kopi telah tumbuh dan 

menjadi bagian dari gaya hidup. Meningkatnya permintaan akan kopi, menimbulkan 

lahirnya berbagai merek dan kedai kopi. Konsumen dihadapkan pada banyak pilihan dari 

produk sejenis, dengan harga dan kualitas yang serupa. Keunggulan perusahaan yang dapat 

membedakan dari pesaing dan sulit untuk ditiru adalah dengan memberikan citra merek 

yang baik kepada konsumen. Citra merek yang mengesankan akan melekat di benak 

konsumen atas merek, memberikan kepuasan dan berdampak pada loyalitas konsumen. 

 

Demi memenuhi kebutuhan dan keinginan konsumen, perusahaan dapat menggunakan 

citra merek untuk membangun kepuasan konsumen. Citra merek dapat memberikan sensasi 

yang mengesankan, melekat di benak konsumen dan menjadi sesuatu yang tidak terlupakan 

serta menciptakan suatu persepsi tentang merek. Konsumen yang merasakan kepuasan dan 

memiliki citra merek cendrung bersikap loyal, memiliki toleransi terhadap harga, dan 

merekomendasikan produk perusahaan kepada pihak lain. 

 

Penelitian ini dilakukan untuk menguji bagaimana pengaruh citra merek dan kualitas jasa 

terhadap loyalitas konsumen. Penelitian dilakukan di gerai kopi Starbucks Mall Kelapa 

Gading 3 dan La Piazza. Responden adalah mereka yang pernah mengunjungi Starbucks 

Kelapa Gading 3 dan La Piazza. 

 

Hasil penelitian menunjukkan bahwa Pengaruh citra merek terhadap loyalitas konsumen 

bernilai positif dengan nilai , t hitung CM sebesar 5,623 dan Pengaruh variabel Kualitas 

Jasa (KJ) berpengaruh positif dengan nilai, t hitung KJ sebesar 3,316. Citra merek dan  

Kualitas Jasa dapat menjelaskan tentang loyalitas konsumen sebesar 30,4% dan sisanya 

69,6% dijelaskan oleh variabel lain. 

 

Kesimpulan dari penelitian ini memperlihatkan bahwa citra merek dan kualitas jasa 

berpengaruh positif kepada loyalitas konsumen Starbucks Coffee Mall Kelapa Gading. 

 

 

 

 



ABSTRACT 

 

Shendy Alda Hasim / 24090385 / 2014 / Brand Image and Service Quality Influance on the 

Customer Loyalty of Starbucks Coffee Kelapa Gading Mall / Adviser : Mr. Dergibson 

Siagian, ir., M.M. 

 

The coffee consumption level in Indonesia Increased 20% in the year of 2011. The 

Industry has grown and becoming a part of people’s lifestyle. Rising demand of coffee 

generated thousand of coffee brands and coffee shops being established in the past years. 

These circumstances resulted in consumers having a wide range of selections of coffee 

from similiar products, also with similiar prices and qualities, to choose. Therefore one of 

the variables that can be taken in to account of one’s company eminence against their 

competitiors is “how they can present a brand image to their customer”. An impressing 

brand image would not only cling in consumers mind but also affected consumer’s 

perception of the products, their satisfaction level, and their loyalty to particular products. 

 

In the interst of fulfilling their consumers’ need and wants, the company can utilizes their 

brand image strategy to bring their signaturevalues and building up their consumers’ 

satisfaction level to antoher extent. Brand image might brought up a striking sensation for 

one’s consumers that might create a great and unforgettable impression along with unique 

perspective of the company in consumers’ mind. Consumers who were satisfied and who 

have an understanding of the company’s brand image tend to be loyal, price tolerant, and 

they also might recommend the product to the others. 

 

This research was made to test what kind of influance do the brand image and service 

quality to costumer loyalty. The research was taken on Starbucks Coffee Shop in Kelapa 

Gading Mall 3 and La piazza. The respondents who participate in this research are the ones 

who had paid a visit or more to those particular palces. 

 

The result shows that influance of brand image to customer loyalty are positif with the 

result of t value is 5,623 and the influance of service quality to customer satisfaction are 

positif with the result of the t value is 3,316. Brand mage and servie qquality can explain 

about customer loyalty it is about 30,4% and  the rest (69,6%) can be explained by the 

others variables. 

 

In conclusion, this research reveals that brand image and service quality have a positif 

react to customer loyalty in Starbucks Coffee shop at Kelapa Gading Mall. 
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