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ABSTRAK 

Lisna Sintya, 2025; Pengaruh Service Quality, Brand Image, Customer 

Satisfaction, dan Customer Trust dalam Memengaruhi Customer Loyalty Pada 

Pelanggan Brand kecantikan ramah Lingkungan, S1 Manajemen, Fakultas 

Ekonomi dan Bisnis, Universitas Negeri Jakarta, Tim Pembimbing: Prof Usep 

Suhud, M.Si., Ph.D & Meta Bara Berutu, S.E., M.M. 

 

Penelitian ini bertujuan untuk mengetahui pengaruh: 1) service quality terhadap 

brand image. 2) service quality terhadap customer satisfaction. 3) service quality 

terhadap customer trust. 4) brand image terhadap customer loyalty. 5) customer 

satisfaction terhadap customer loyalty. 6) customer trust terhadap customer loyalty. 

Data diambil dengan kuesioner yang dibagikan secara online melalui media sosial. 

Responden pada penelitian ini adalah mereka yang yang berdomisili di  Wilayah 

DKI Jakarta, berusia 18-55 tahun dan pernah melakukan pembelian produk Sensatia 

Botanicals dalam kurun waktu satu tahun terakhir. Penelitian ini menggunakan 

software SPSS versi 25 dan AMOS versi 25 untuk melakukan analisis data. Hasil 

dari penelitian ini menunjukkan seluruh hipotesis memiliki pengaruh yang positif 

dan signifikan. Hasil penelitian ini menunjukkan bahwa service quality memiliki 

pengaruh positif dan signifikan terhadap brand image, service quality memiliki 

pengaruh positif dan signifikan terhadap customer satisfaction, service quality 

memiliki pengaruh positif dan signifikan terhadap customer trust, brand image 

memiliki pengaruh negatif terhadap customer loyalty, customer satisfaction 

memiliki pengaruh negatif terhadap customer loyalty, dan customer trust memiliki 

pengaruh positif dan signifikan terhadap customer loyalty. 

 

 

Kata Kunci: service quality, brand image, customer satisfaction, customer trust, 

dan customer loyalty. 

 

 

 

 

 

 

 

 

 

 



 

 

vii 
 

ABSTACT 

Lisna Sintya, 2025; The Effect of Service Quality, Brand Image, Customer 

Satisfaction, and Customer Trust in Influencing Customer Loyalty in Customers 

of Environmentally Friendly Beauty Brands, S1 Management, Faculty of 

Economics and Business, Universitas Negeri Jakarta, Advisory Team: Prof. Usep 

Suhud, M.Si., Ph.D & Meta Bara Berutu, S.E., M.M. 

 

This study aims to determine the effect of: 1) service quality on brand image. 2) 

service quality on customer satisfaction. 3) service quality on customer trust. 4) 

brand image on customer loyalty. 5) customer satisfaction on customer loyalty. 6) 

customer trust on customer loyalty. Data was collected by questionnaires 

distributed online through social media. Respondents in this study are those who 

live in the DKI Jakarta Region, are 18-55 years old and have purchased Sensatia 

Botanicals products within the past year. This study uses SPSS version 25 and 

AMOS version 25 software to analyze data. The results of this study indicate that 

all hypotheses have a positive and significant effect. The results of this study 

indicate that service quality has a positive and significant effect on brand image, 

service quality has a positive and significant effect on customer satisfaction, service 

quality has a positive and significant effect on customer trust, brand image has a 

positive and significant effect on customer loyalty, customer satisfaction has a 

positive and significant effect on customer loyalty, and customer trust has a positive 

and significant effect on customer loyalty. 

 

 

Keywords: service quality, brand image, customer satisfaction, customer trust, and 

customer loyalty. 
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