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ABSTRAK 

 
 

PENGARUH KUALITAS PRODUK, KUALITAS PELAYANAN, CITRA 

MERK, DAN KEPERCAYAAN TERHADAP LOYALITAS PELANGGAN 

MCDONALD’S CABANG KEMANG 

Oleh : 

Mario Muhammad Al Saban 

NPM : 193402516284 

 
Tugas Akhir, dibawah bimbingan Ibu Dr. Muhani, S.E.,M.Si.M. 

 
 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas produk, 

Kualitas pelayanan, Citra Merk dan Kepercayaan terhadap Loyalitas Pelanggan 

Mcdonalds cabang Kemang. Data penelitian ini menggunakan data primer melalui 

kuesioner kepada 100 responden dibantu dengan menggunakan aplikasi program 

Statistical Product and Service Solution (SPSS) versi 23.0. Hasil penelitian 

menunjukan bahwa variabel : kualitas Produk (X1) tidak berpengaruh terhadap 

Loyalitas Pelanggan, Kualitas Pelayanan (X2) tidak berpengaruh terhadap 

Loyalitas Pelanggan, Citra Merk (X3) tidak berpengaruh terhadap Loyalitas 

Pelanggan, Kepercayaan (X4) berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan 

 
Kata Kunci : Kualitas Produk, Kualitas Produk, Citra Merk, Kepercayaan, Loyalitas 

Pelanggan 



ABSTRACT 

 
THE EFFECT OF PRODUCT QUALITY, SERVICE QUALITY, BRAND IMAGE, 

AND TRUST ON CUSTOMER LOYALTY AT MCDONALD'S KEMANG BRANCH 

By : 

Mario Muhammad Al Saban 

NPM : 193402516284 

Final Project, under the guidance of Dr. Muhani, S.E.,M.Si.M. 

 
This research aims to analyze the effect of product quality, service quality, brand 

image and trust on customer loyalty Mcdonalds Kemang branch. The data for this 

study used primary data through questionnaires to 100 respondents assisted by 

using the Statistical Product and Service Solution (SPSS) program version 23.0. 

The results showed that the variables: Product quality (X1) had no effect on 

Customer Loyalty, Service Quality (X2) had no effect on Customer Loyalty, Brand 

Image (X3) had no effect on Customer Loyalty, Trust (X4) had a positive and 

significant effect on customer loyalty 

 

 
Keywords: Product Quality, Product Quality, Brand Image, Trust, Customer 

Loyalty 
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