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ABSTRAKSI

Penelitian ini bertujuan untuk menguji pengaruh Brand Image dan Service Quality
terhadap Customer Loyalty pelanggan Widy Anggara Makeup dengan Trust
sebagai variabel mediasi. Penelitian ini menggunakan pendekatan kuantitatif
dengan metode survei terhadap pelanggan Widy Anggara Makeup di Kabupaten
Kebumen yang telah menggunakan jasa make-up minimal dua kali, dengan jumlah
sampel sebanyak 200 responden yang ditentukan melalui teknik purposive
sampling. Data dianalisis menggunakan metode Structural Equation Modeling—
Partial Least Square (SEM-PLS) dengan bantuan perangkat lunak SmartPLS. Hasil
penelitian menunjukkan bahwa Brand Image berpengaruh positif dan signifikan
terhadap Trust dan Customer Loyalty, Service Quality terbukti berpengaruh positif
dan signifikan baik terhadap 7rust maupun Customer Loyalty. Trust berpengaruh
positif dan signifikan terhadap Customer Loyalty, serta terbukti memediasi secara
parsial pengaruh Brand Image dan Service Quality terhadap Customer Loyalty.
Temuan ini menegaskan bahwa 7rust merupakan mekanisme kunci dalam
membangun loyalitas pelanggan, sehingga Widy Anggara Makeup perlu menjaga
citra merek yang positif dan terus—meningkatkan kualitas pelayanan secara
konsisten guna memperkuat kep/erggi_yaaﬁ) ddnﬂpyalitas pelanggan.

Kata kunci: Brand Image, (;u’s’t mer Loyalty; Serviee Qualigy, Trust
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ABSTRACT

This study aims to examine the effects of Brand Image and Service Quality on
Customer Loyalty among Widy Anggara Makeup customers, with Trust as a
mediating variable. This study employed a quantitative approach using a survey
method involving Widy Anggara Makeup customers in Kebumen Regency who had
used the makeup services at least twice. A total of 200 respondents were selected
using purposive sampling. The data were analyzed using Structural Equation
Modeling—Partial Least Squares (SEM-PLS) with the assistance of SmartPLS
software. The results indicate that Brand Image has a positive and significant effect
on Trust and Customer Loyalty. Service Quality also has a positive and significant
effect on both Trust and Customer Loyalty. Trust has a positive and significant
effect on Customer Loyalty and partially mediates the effects of Brand Image and
Service Quality on Customer Loyalty. These findings emphasize that Trust serves
as a key mechanism in building customer loyalty. Therefore, Widy Anggara Makeup
needs to maintain a positive brand image and continuously improve service quality
to strengthen customer trust and loyalty.

Keywords: Brand Image, Cuslome;}@oyéjllﬂ S"e/r‘yice Quality, Trust
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