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ABSTRAK 

 

PENGARUH KUALITAS PRODUK, BRAND IMAGE, BRAND TRUST, 

DAN WORD OF MOUTH TERHADAP LOYALITAS PELANGGAN 

PRODUK FACIAL WASH GARNIER PADA MAHASISWA 

UNIVERSITAS NASIONAL 

 

Oleh : 

Rusydina Ghaisani 

NPM 1934902516299 

Tugas Akhir, dibawah bimbingan Dr.Resti Hardini, S.E., M.Si. 

Penelitian ini bertujuan untuk mengetahui perngaruh kualitas produk, 

Brand Image, Brand Trust, Dan Word Of Mouth terhadap Loyalitas Pelanggan 

produk facial wash garnier pada mahasiswa universitas nasional. Sampel dalam 

Penelitian ini sebanyak 100 responden mahasiswa universitas nasional yang 

menggunakan produk facial wash garnier .  

Penelitian ini menggunakan data primer dengan metode pengumpulan data 

melalui kuesioner yang disebarkan kepada 100 orang responden. Teknik analisis 

data dengan menggunakan analisis inferensial dengan regresi linear berganda dan 

menggunakan program Statistical Product and Service solution (SPSS) versi 26.0.  

Dari hasil analisis regresi linear berganda, menggunakan uji t yang dimana 

Kualitas Produk (X1) berpengaruh positif dan signifikan terhadap Loyalitas 

Pelanggan (Y), Brand image (X2) berpengaruh positif dan signifikan terhadap 

Loyalitas Pelanggan (Y) , Brand Trust (X3) berpengaruh positif dan signifikan 

terhadap Loyalitas Pelanggan (Y), Word Of Mouth (X4) berpengaruh positif dan 

signifikan terhadap Loyalitas Pelanggan (Y). Sehingga dapat disimpulkan bahwa 

Kualitas Produk, Brand Image, Brand Trust, dan Word Of Mouth berpengaruh 

positif dan signifikan terhadap Loyalitas Pelanggan. 

 

Kata kunci : Kualitas Produk, Brand Image, Brand Trust, Word Of Mouth, 

dan Loyalitas Pelanggan 

 

 



 
 

 
 

ABSTRACT 

THE INFLUENCE OF PRODUCT QUALITY, BRAND IMAGE, BRAND 

TRUST, AND WORD OF MOUTH ON CUSTOMER LOYALTY OF 

GARNIER FACIAL WASH PRODUCTS IN STUDENTS OF NATIONAL 

UNIVERSITY 

By : 

Rusydina Ghaisani 

NPM 193402516299 

Final Project, under the guidance of Dr.Resti Hardini, S.E., M.Sc. 

This study aims to determine the effect of product quality, Brand Image, 

Brand Trust, and Word of Mouth on Customer Loyalty for Garnier facial wash 

products among national university students. The sample in this study were 100 

national university student respondents who used Garnier facial wash products. 

This study uses primary data with data collection methods through 

questionnaires distributed to 100 respondents. The data analysis technique uses 

inferential analysis with multiple linear regression and uses the Statistical 

Product and Service solution (SPSS) version 26.0 program. 

From the results of multiple linear regression analysis, using the t test 

where Product Quality (X1) has a positive and significant effect on Customer 

Loyalty (Y), Brand image (X2) has a positive and significant effect on Customer 

Loyalty (Y), Brand Trust (X3) has an effect positive and significant impact on 

Customer Loyalty (Y), Word Of Mouth (X4) has a positive and significant effect 

on Customer Loyalty (Y). So it can be concluded that Product Quality, Brand 

Image, Brand Trust, and Word Of Mouth have a positive and significant effect on 

Customer Loyalty. 

 

 

Keywords: Product Quality, Brand Image, Brand Trust, Word Of Mouth, and 

Customer Loyalty 
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