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PENGARUH CITRA MEREK DAN KUALITAS PRODUK TERHADAP 

LOYALITAS OELANGGAN MELALUI KEPUASAN PELANGGAN 

SEBAGAI VARIABEL INTERVENING PADA KONSUMEN TOKO ROTI 

BREADTALK DI KOTA SEMARANG 

ABSTRAKSI 

Perkembangan bisnis di Negara Indonesia setiap tahunnya mengalami peningkatan 

yang sangat pesat dan sangat ketat khususnya untuk perusahaan disektor food and 

beverage bidang bakery. Sebagai salah satu toko roti terkenal, BreadTalk di Kota 

Semarang akan selalu berusaha untuk memberikan kepuasan pada konsumen 

terhadap produk bakery nya agar terciptanya loyalitas konsumen. Unsur yang dapat 

meningkatkan loyalitas konsummen yaitu citra merek dan kualitas produk. Jumlah 

penjualan pada Toko Roti BreadTalk di Kota Semarang mengalami fluktuatif. 

Penelitian ini bertujuan untuk mengetahui pengaruh citra merek dan kualitas produk 

terhadap loyalitas pelanggan melalui kepuasan pelanggan sebagai variabel 

intervening pada Konsumen Toko Roti BreadTalk di Kota Semarang. Tipe 

penelitian yang dipakai adalah explanatory research. Sampel yang digunakan 

sebanyak 100 responden konsumen Toko Roti BreadTalk di Kota Semarang. 

Metode yang digunakan dalam pengambilan sampel yaitu metode non-probability 

sampling dengan teknik purposive sampling dan incidental sampling. Teknik 

pengumpulan data menggunakan kuesioner online Google Form dan wawancara. 

Penelitian ini menggunakan analisis uji validitas, reliabilitas, koefisien korelasi, 

koefisien determinasi, regresi sederhana, regresi berganda, uji t, uji f, uji mediasi, 

dan uji sobel dengan bantuan program aplikasi SPSS versi 26. 

Hasil penelitian ini menunjukkan bahwa terdapat pengaruh citra merek terhadap 

kepuasan pelanggan, terdapat pengaruh kualitas produk terhadap kepuasan 

pelanggan, terdapat pengaruh citra merek dan kualitas produk terhadap kepuasan 

pelanggan, terdapat pengaruh citra merek terhadap loyalitas pelanggan, terdapat 

pengaruh kualitas produk terhadap loyalitas pelanggan, terdapat pengaruh kepuasan 

pelanggan terhadap loyalitas pelanggan, terdapat pengaruh citra merek terhadap 

loyalitas pelanggan melalui kepuasan pelanggan, terdapat pengaruh kualitas produk 

terhadap loyalitas pelanggan melalui kepuasan pelanggan. 

Adapun saran yang dapat diberikan kepada perusahaan yaitu agar perusahaan dapat 

lebih memperhatikan quality control pada setiap produknya, meningkatkan kualitas 

produk terutama dalam segi rasa dan tektur, juga diharapkan lebih gencar dalam hal 

pemasaran. 

Kata Kunci: Citra Merek, Kualitas Produk, Loyalitas Pelanggan, Kualitas 

Pelanggan  
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THE EFFECT OF BRAND IMAGE AND PRODUCT QUALITY TO 

CUSTOMER LOYALTY THROUGH CUSTOMER SATISFACTION AS 

VARIABEL INTERVENING TO  BREADTALK BAKERY CONSUMERS IN 

SEMARANG CITY 

Abstract 

The development of business in Indonesia every year has increased very rapidly 

and it’s very tight, especially for companies in the food and beverage sector in the 

bakery sector. As one of the well-known bakeries, BreadTalk in the city of Semarang 

will always strive to provide customer satisfaction through bakery products in 

order to create consumer loyalty. Elements that can increase consumer loyalty are 

brand image and product quality. The number of sales at BreadTalk Bakery in 

Semarang City has fluctuated. This study aims to determine the effect of brand 

image and product quality on customer loyalty through customer satisfaction as an 

intervening variable on BreadTalk Bakery Consumers in Semarang City.The type 

of this research is explanatory research with non-probability sampling method with 

purposive sampling and incidental sampling techniques. It used interviewers and 

google form online quastionnaires as a data collection technique to 100 

respondents, whoever consume BreadTalk Bakery in Semarang. This study uses 

analysis of validity, reliability, correlation coefficient, coefficient of determination, 

simple regression, multiple regression, t test, f test, mediation test, and Sobel test 

with the SPSS version 26.0 application program. 

The results of this research indicate that there is an influence of brand image on 

customer satisfaction, there is an influence of product quality on customer 

satisfaction, there is an influence of brand image and product quality on customer 

satisfaction, there is an influence of brand image on customer loyalty, there is an 

influence of product quality on customer loyalty, there is an influence customer 

satisfaction on customer loyalty, there is an effect of brand image on customer 

loyalty through customer satisfaction, there is an effect of product quality on 

customer loyalty through customer satisfaction. 

The advice that can be given to the company is that the company can pay more 

attention to quality control on each product, improve product quality, especially in 

terms of taste and texture, and is also expected to be more aggressive in terms of 

marketing. 

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

Loyalty 
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