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ABSTRAKSI 
 

Penelitian ini bertujuan untuk mengetahui pengaruh brand trust dan product quality 

terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai variabel 

intervening. Penelitian ini berfokus pada pelanggan yang pernah membeli dan 

mengonsumsi produk Tolak Angin di Kebumen. Metode penelitian dalam 

penelitian ini adalah metode kuantitatif. Sampel yang digunakan sebanyak 100 

responden, dengan teknik purposive sampling. Pengolahan data dilakukan dengan 

menggunakan SPSS 23 for windows. Hasil penelitian ini menunjukkan bahwa 

brand trust berpengaruh terhadap kepuasan pelanggan, product quality 

berpengaruh terhadap kepuasan pelanggan, brand trust tidak berpengaruh terhadap 

loyalitas pelanggan, product quality tidak berpengaruh terhadap loyalitas 

pelanggan, brand trust tidak berpengaruh terhadap loyalitas pelanggan dengan 

kepuasan pelanggan sebagai variabel intervening, product quality tidak berpenaruh 

terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai variabel 

intervening. 

 

Kata Kunci: kepercayaan merek, kualitas produk, loyalitas pelanggan, kepuasan 

pelanggan 
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ABSTRACT 

This study aims to determine the effect of brand trust and product quality on 

customer loyality with customer satisfaction as an intervening variable. This study 

focuses on customers who have purchased and consumed Tolak Angin products in 

Kebumen. The research method in this study is a quantitative method. The sample 

used wa 100 respondents, with a purposive sampling. The data processing is done 

using SPSS 23 for windows. The results of this study indicate that brand trust has 

an effect on customer satisfaction, product quality has an effect on customer 

satisfaction, brand trust does not have an effect on customer loyalty, product quality 

does not have an effect on customer loyalty, brand trust does not have an effect on 

customer loyalty with customer satisfaction as an intervening variable, product 

quality does not have an effect on customer loyalty with customer satisfaction as an 

intervening variable. 

 

Keyword: brand trust, product quality, customer loyalty, customer satisfaction 
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