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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis pengaruh service quality dan 

brand love terhadap customer loyalty dengan customer engagement sebagai 

variabel mediasi pada UMKM PamanSam Pastry di Kebumen. Latar belakang 

penelitian ini didasarkan pada masih minimnya studi yang mengkaji peran 

mediasi customer engagement dalam hubungan antara service quality dan brand 

love terhadap loyalitas pelanggan. Penelitian ini menggunakan pendekatan 

kuantitatif dengan metode survei kepada pelanggan PamanSam Pastry sebagai 

responden. Variabel dalam penelitian ini meliputi service quality dan brand love 

sebagai variabel independen, customer engagement sebagai variabel mediasi, 

serta customer loyalty sebagai variabel dependen. Hasil penelitian menunjukkan 

bahwa baik service quality maupun brand love berpengaruh positif terhadap 

customer engagement dan customer loyalty. Selain itu, customer engagement 

terbukti menjadi variabel mediasi yang signifikan dalam hubungan antara 

service quality dan brand love terhadap customer loyalty. Temuan ini 

memberikan kontribusi terhadap pengembangan strategi pemasaran UMKM, 

khususnya dalam membangun loyalitas pelanggan melalui peningkatan kualitas 

layanan, menciptakan brand love, serta memperkuat keterlibatan pelanggan. 

 

Kata kunci: service quality, brand love, customer engagement, customer 

loyalty, UMKM 
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ABSTRACT 

 

This study aims to analyze the influence of service quality and brand love on 

customer loyalty with customer engagement as a mediating variable in the case 

of PamanSam Pastry, a local MSME in Kebumen. The background of this 

research lies in the limited number of studies that investigate the mediating role 

of customer engagement in the relationship between service quality, brand love, 

and customer loyalty. A quantitative research approach was used by 

distributing surveys to customers of PamanSam Pastry. The variables analyzed 

include service quality and brand love as independent variables, customer 

engagement as the mediating variable, and customer loyalty as the dependent 

variable. The findings reveal that both service quality and brand love positively 

affect customer engagement and customer loyalty. Moreover, customer 

engagement significantly mediates the relationship between service quality and 

brand love with customer loyalty. These findings contribute to the development 

of marketing strategies for MSMEs, particularly in strengthening customer 

loyalty through improved service quality, fostering brand love, and enhancing 

customer engagement. 

 

Keywords: service quality, brand love, customer engagement, customer loyalty, 

MSME 
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