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MOTTO 

 

“Sesungguhnya Allah tidak akan mengubah nasib suatu kaum 

melainkan mereka yang mengubah diri mereka sendiri” 

(Q.S. Ar-Ra’d: 11) 

“Manusia tidak akan bisa saling memahami, jika tidak 

merasakan penderitaan yang sama” 

(Pain) 

“This too shall pass” 

(King Solomon) 
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ABSTRAK 

Muhammad Arifin Ilham, 2210412210051, 2026. Pengaruh Citra Merek, 

Kepercayaan Merek, dan Kualitas Produk Terhadap Loyalitas Pelanggan iPhone di 

Kota Banjarmasin, di bawah bimbingan: Rizki Muslim Hidayat. 

Penelitian ini bertujuan untuk menguji pengaruh secara parsial dan simultan 

Citra Merek, Kepercayaan Merek, dan Kualitas Produk terhadap Loyalitas 

Pelanggan iPhone di Kota Banjarmasin. Penelitian ini menggunakan pendekatan 

kuantitatif dengan metode penelitian Explanatory Research. Subjek dalam 

penelitian ini adalah pengguna iPhone di Kota Banjarmasin dengan jumlah sampel 

sebanyak 100 responden yang dipilih menggunakan teknik purposive sampling, 

dengan kriteria berusia minimal 17 tahun dan merupakan pengguna iPhone. 

Pengumpulan data menggunakan kuesioner dan analisis data menggunakan regresi 

linear berganda. 

Hasil penelitian menunjukkan bahwa Citra Merek, Kepercayaan Merek, dan 

Kualitas Produk berpengaruh positif dan signifikan baik secara parsial maupun 

simultan terhadap Loyalitas Pelanggan iPhone di Kota Banjarmasin. 

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

Pelanggan  
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ABSTRACT 

Muhammad Arifin Ilham, 2210412210051, 2026. The Influence of Brand 

Image, Brand Trust, and Product Quality on iPhone Customer Loyalty in 

Banjarmasin City, under the supervision of Rizki Muslim Hidayat. 

This study aims to examine the partial and simultaneous effects of Brand 

Image, Brand Trust, and Product Quality on iPhone Customer Loyalty in 

Banjarmasin City. This study uses a quantitative approach with an Explanatory 

Research method. The subjects of this study were iPhone users in Banjarmasin City, 

with a sample of 100 respondents selected using purposive sampling, with the 

criteria of being at least 17 years old and an iPhone user. Data were collected using 

questionnaires and analyzed using multiple linear regression. 

The results of the study show that Brand Image, Brand Trust, and Product 

Quality have a positive and significant effect, both partially and simultaneously, on 

iPhone Customer Loyalty in Banjarmasin City. 

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

 

 

 

  



 
 

xiii 
 

DAFTAR ISI 

 

HALAMAN JUDUL .............................................................................................. i 

LEMBAR PENGESAHAN ................................. Error! Bookmark not defined. 

SURAT TUGAS .................................................................................................... ii 

BERITA ACARA UJIAN SKRIPSI ................................................................... iv 

KATA PENGANTAR ........................................................................................... v 

MOTTO ............................................................................................................... vii 

LEMBAR PERSEMBAHAN ............................................................................ viii 

PERNYATAAN ORISINALITAS ....................................................................... x 

ABSTRAK ............................................................................................................ xi 

ABSTRACT ......................................................................................................... xii 

DAFTAR ISI ....................................................................................................... xiii 

DAFTAR TABEL .............................................................................................. xvi 

DAFTAR GAMBAR ......................................................................................... xvii 

DAFTAR LAMPIRAN .................................................................................... xviii 

BAB I PENDAHULUAN ...................................................................................... 1 

1.1 Latar Belakang .............................................................................................. 1 

1.2 Rumusan Masalah ....................................................................................... 20 

1.3 Tujuan Penelitian ......................................................................................... 20 

1.4 Manfaat Penelitian ....................................................................................... 21 

BAB II TINJAUAN PUSTAKA ......................................................................... 22 

2.1 Landasan Teoritis ........................................................................................ 22 

2.1.1 Pemasaran ................................................................................................. 22 

2.1.1.1 Definisi Pemasaran ............................................................................ 22 

2.1.1.2 Definisi Bauran Pemasaran ................................................................ 23 

2.1.2 Perilaku Konsumen .................................................................................. 28 

2.1.2.1 Definisi Perilaku Konsumen .............................................................. 28 

2.1.2.2 Faktor-Faktor Perilaku Konsumen..................................................... 30 

2.1.3 Loyalitas Pelanggan ................................................................................. 31 

2.1.3.1 Definisi Loyalitas Pelanggan ............................................................. 31 

2.1.3.2 Faktor-Faktor Loyalitas Pelanggan .................................................... 32 

2.1.3.3 Indikator Loyalitas Pelanggan ........................................................... 33 

2.1.4 Citra Merek ............................................................................................... 35 

2.1.4.1 Definisi Citra Merek .......................................................................... 35 

2.1.4.2 Faktor-Faktor Citra Merek ................................................................. 36 

2.1.4.3 Indikator Citra Merek ........................................................................ 37 

2.1.5 Kepercayaan Merek .................................................................................. 39 

2.1.5.1 Definisi Kepercayaan Merek ............................................................. 39 

2.1.5.2 Faktor-Faktor Kepercayaan Merek .................................................... 40 

2.1.5.3 Indikator Kepercayaan Merek ........................................................... 41 

2.1.6 Kualitas Produk ........................................................................................ 42 



 
 

xiv 
 

2.1.6.1 Definisi Kualitas Produk .................................................................... 42 

2.1.6.2 Dimensi Kualitas Produk ................................................................... 44 

2.1.6.3 Indikator Kualitas Produk .................................................................. 45 

2.2 Penelitian Terdahulu .................................................................................... 47 

2.3 Hipotesis dan Model Penelitian ................................................................... 54 

2.3.1 Hipotesis ............................................................................................... 54 

2.3.2 Model Penelitian ................................................................................... 63 

BAB III  METODE PENELITIAN ................................................................... 65 

3.1 Pendekatan Penelitian .................................................................................. 65 

3.2 Desain Penelitian ......................................................................................... 65 

3.3 Lokasi Penelitian ......................................................................................... 66 

3.4 Populasi, Sampel, dan Teknik Sampling ..................................................... 66 

3.5 Definisi Operasional Variabel ..................................................................... 68 

3.5.1 Variabel Independen ............................................................................. 68 

3.5.2 Variabel Dependen ............................................................................... 72 

3.6 Teknik Pengumpulan Data .......................................................................... 76 

3.7 Teknik Analisis Data ................................................................................... 77 

3.7.1 Skala Pengukuran ................................................................................. 77 

3.7.2 Statistik Deskriptif ................................................................................ 77 

3.7.3 Uji Validitas dan Reliabilitas ................................................................ 78 

3.7.4 Uji Asumsi Klasik ................................................................................. 79 

3.7.5 Analisis Regresi Linear Berganda ........................................................ 81 

BAB IV  HASIL PENELITIAN ......................................................................... 84 

4.1 Profil Responden ......................................................................................... 84 

4.1.1 Berdasarkan Jenis Kelamin ................................................................... 84 

4.1.2 Berdasarkan Rentang Usia .................................................................... 85 

4.1.3 Berdasarkan Jenis Pekerjaan ................................................................. 86 

4.1.4 Berdasarkan Rentang pendapatan ......................................................... 87 

4.1.5 Berdasarkan Rentang Lama Menggunakan .......................................... 88 

4.1.6 Berdasarkan Rentang Domisili ............................................................. 89 

4.2 Analisis Statistik Deskriptif ......................................................................... 90 

4.2.1 Deskriptif Variabel Citra Merek (X1) .................................................. 91 

4.2.2 Deskriptif Variabel Kepercayaan Merek (X2) ...................................... 94 

4.2.3 Deskriptif Variabel Kualitas Produk (X3) ............................................ 96 

4.2.4 Deskriptif Variabel Loyalitas Pelanggan (Y) ..................................... 101 

4.3 Uji Validitas dan Reliabilitas .................................................................... 104 

4.3.1 Uji Validitas ........................................................................................ 104 

4.3.2 Uji Reliabilitas .................................................................................... 107 

4.4 Hasil Uji Asumsi Klasik ............................................................................ 108 

4.4.1 Hasil Uji Normalitas ........................................................................... 108 

4.4.2 Uji Heteroskedastisitas ....................................................................... 111 

4.4.3 Hasil Uji Multikolinearitas ................................................................. 112 

4.5 Uji Analisis Regresi Linear Berganda ....................................................... 113 



 
 

xv 
 

4.6 Hasil Uji Hipotesis .................................................................................... 115 

4.6.1 Hasil Uji t (Parsial) ............................................................................. 115 

4.6.2 Hasil Uji F (Simultan) ........................................................................ 116 

4.6.3 Uji Koefisien Determinasi (R2)........................................................... 117 

BAB V  PEMBAHASAN HASIL ..................................................................... 120 

5.1 Pembahasan ............................................................................................... 120 

5.1.1 Pengaruh Citra Merek Terhadap Loyalitas Pelanggan ....................... 120 

5.1.2 Pengaruh Kepercayaan Merek Terhadap Loyalitas Pelanggan .......... 121 

5.1.3 Pengaruh Kualitas Produk Terhadap Loyalitas Pelanggan ................. 123 

5.1.4 Pengaruh Citra Merek, Kepercayaan Merek, dan Kualitas Produk  

Terhadap Loyalitas Pelanggan ..................................................................... 124 

5.2 Implikasi Hasil .......................................................................................... 126 

5.3 Keterbatasan Penelitian ............................................................................. 130 

BAB VI  PENUTUP .......................................................................................... 131 

6.1 Kesimpulan ................................................................................................ 131 

6.2 Saran .......................................................................................................... 131 

DAFTAR PUSTAKA ........................................................................................ 135 

LAMPIRAN ....................................................................................................... 141 

BIODATA .......................................................................................................... 182 

 

  



 
 

xvi 
 

DAFTAR TABEL 

No            Judul                                                                                                    Hal 

Tabel 1.2 Top Brand Indeks fase 1 2025 ................................................................ 4 

Tabel 2.1 Penelitian Terdahulu ............................................................................. 47 

Tabel 3.1 Operasional variabel, Indikator, Item Pertanyaan. ................................ 74 

Tabel 3.2 Instrumen Skala Likert .......................................................................... 77 

Tabel 3.3 Rentang jawaban Responden ................................................................ 78 

Tabel 3.4 Pedoman Interpretasi Koefisien Korelasi ............................................. 83 

Tabel 4.1 Karakteristik Responden Berdasarkan Jenis Kelamin .......................... 84 

Tabel 4.2 Karakteristik Responden Berdasarkan Rentang Usia ........................... 85 

Tabel 4.3 Karakteristik Responden Berdasarkan Jenis Pekerjaan ........................ 86 

Tabel 4.4 Karakteristik Responden Berdasarkan Rentang Pendapatan ................ 87 

Tabel 4.5 Karakteristik Responden Berdasarkan Rentang Lama Menggunakan .. 88 

Tabel 4.6 Karakteristik Responden Berdasarkan Domisili ................................... 89 

Tabel 4.7 Jawaban Responden Butir Variabel Citra Merek (X1) ......................... 91 

Tabel 4.8 Jawaban Responden Butir Variabel Kepercayaan Merek (X2) ............ 94 

Tabel 4.9 Jawaban Responden Butir Variabel Kualitas Produk (X3) ................... 96 

Tabel 4.10 Jawaban Responden Butir Variabel Loyalitas Pelanggan (Y) .......... 101 

Tabel 4.11 Hasil Uji Validitas ............................................................................. 105 

Tabel 4.12 Hasil Uji Reliabilitas ......................................................................... 108 

Tabel 4.13 Hasil Uji Kolmogorov-Smirnov ....................................................... 110 

Tabel 4.14 Hasil Uji Multikolinearitas................................................................ 112 

Tabel 4.15 Hasil Uji Analisis Linear Berganda .................................................. 113 

Tabel 4.16 Hasil Uji T (parsial) .......................................................................... 115 

Tabel 4.17 Hasil Uji F (simultan) ....................................................................... 117 

Tabel 4.18 Hasil Uji Koefisien Determinasi ....................................................... 118 

 

 

 
 

 

 

 

 

 

 

 

 

 

  



 
 

xvii 
 

DAFTAR GAMBAR 

No                Judul                                                                                                Hal 

Gambar 1. 1 Jumlah pengguna aktif smartphone di Indonesia ............................... 3 

Gambar 1. 2 Tingkat loyalitas pengguna smartphone ............................................. 6 

Gambar 4.1 Hasil Uji Normalitas Histogram ...................................................... 109 

Gambar 4.2 Hasil Uji Normalitas P-Plot............................................................. 109 

Gambar 4.3 Hasil Uji Heteroskedastisitas Scatterplot ........................................ 111 

 

 

 

  



 
 

xviii 
 

DAFTAR LAMPIRAN 

No                   Judul                                                                                             Hal 

Lampiran 1. 1 Kuesioner Penelitian .................................................................... 142 

Lampiran 2. 1 Hasil Tabulasi Variabel Citra Merek (X1) .................................. 145 

Lampiran 2. 2 Hasil Tabulasi Variabel Kepercayaan Merek (X2) ..................... 148 

Lampiran 2. 3 Hasil Tabulasi Variabel Kualitas Produk (X3) ............................ 151 

Lampiran 2. 4 Hasil Tabulasi Variabel Loyalitas Pelanggan (Y) ....................... 154 

Lampiran 3. 1 Hasil Output Tabel Frekuensi Profil Responden ......................... 158 

Lampiran 3. 2 Hasil Statistik Deskriptif Variabel Citra Merek (X1) .................. 161 

Lampiran 3. 3 Hasil Statistik Deskriptif Variabel Kepercayaan Merek (X2) ..... 163 

Lampiran 3. 4 Hasil Statistik Deskriptif Variabel Kualitas Produk (X3) ........... 164 

Lampiran 3. 5 Hasil Statistik Deskriptif Variabel Loyalitas Pelanggan (Y)....... 167 

Lampiran 3. 6 Uji Validitas Citra Merek (X1) .................................................... 169 

Lampiran 3. 7 Uji Validitas Kepercayaan Merek (X2) ....................................... 170 

Lampiran 3. 8 Uji Validitas Kualitas Produk (X3) ............................................. 170 

Lampiran 3. 9 Uji Validitas Loyalitas Pelanggan (Y)......................................... 172 

Lampiran 3. 10 Uji Reliabilitas Citra Merek (X1) .............................................. 173 

Lampiran 3. 11 Uji Reliabilitas Kepercayaan Merek (X2) ................................. 174 

Lampiran 3. 12 Uji Reliabilitas Kualitas Produk (X3) ....................................... 175 

Lampiran 3. 13 Uji Reliabilitas Loyalitas Pelanggan (Y) ................................... 175 

Lampiran 3. 14 Uji Asumsi Klasik ..................................................................... 176 

Lampiran 3. 15 Uji Regresi Linear Berganda ..................................................... 178 

Lampiran 3. 16 Uji Hipotesis .............................................................................. 179 


	SKRIPSI
	SURAT TUGAS
	BERITA ACARA UJIAN
	KATA PENGANTAR
	MOTTO
	LEMBAR PERSEMBAHAN
	PERNYATAAN ORISINALITAS
	ABSTRAK
	ABSTRACT
	DAFTAR ISI
	DAFTAR TABEL
	DAFTAR GAMBAR
	DAFTAR LAMPIRAN

