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TERHADAP BRAND LOYALTY DENGAN CUSTOMER SATISFACTION
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Zulfa Errahmah Akhadiah

ABSTRAK

Penelitian ini bertujuan untuk mengetahui relasi atau hubungan Utilitarian Value
dengan Customer Satisfaction, Hedonic Value dengan Customer Satisfaction, serta
hubungan Customer Satisfaction terhadap Brand Loyalty pada produk kosmetik
merek Innisfree. Penelitian ini dilakukan sejak bulan Maret 2018. Populasi
penelitian ini adalah konsumen produk kosmetik Innisfree. Sampel penelitian ini
yaitu sejumlah 100 konsumen wanita, berusia 18-30 tahun, dan menggunakan
produk kosmetik Innisfree dalam tiga bulan terakhir. Teknik sampling yang
digunakan adalah purposive sampling. Data yang dikumpulkan menggunakan
kuesioner yang sudah diuji validitas dan reliabilitasnya. Teknik analisis data yang
digunakan adalah Teknik analisis kuantitatif dengan metode Analisa jalur (path
analysis).

Hasil penelitian menunjukkan: utilitarian value berhubungan positif dengan
customer satisfaction, hedonic value berhubungan positif dengan customer
satisfaction, utilitarian value dan hedonic value berhubungan positif dengan
customer satisfaction dan utilitarian value, hedonic value dan customer satisfaction
berhubungan positif dengan brand loyalty.

Kata kunci: Produk kosmetik Innisfree, utilitarian value, hedonic value, customer
satisfaction, brand loyalty.
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THE EFFECT OF UTILITARIAN VALUE AND HEDONIC VALUE ON
BRAND LOYALTY WITH CUSTOMER SATISFACTION AS VARIABLE
INTERVENING ON COSMETIC PRODUCTS IN INNISFREE BRANDS
Zulfa Errahmah Akhadiah

ABSTRACT

This study aims to find out the relationship or relationship of Utilitarian Value with
Customer Satisfaction, Hedonic Value with Customer Satisfaction, and the
relationship of Customer Satisfaction to Brand Loyalty on Innisfree brand cosmetic
products. This research was conducted since March 2018. The population of this
research is Innisfree cosmetic product consumers. The sample of this study is 100
female consumers, aged 18-30 years, and using Innisfree cosmetic products in the
last three months. The sampling technique used was purposive sampling. Data
collected using a questionnaire that has been tested for validity and reliability. Data
analysis techniques used are quantitative analysis techniques with path analysis
methods.

The results showed: utilitarian value was positively related to customer
satisfaction, hedonic value was positively related to customer satisfaction,
utilitarian value and hedonic value were positively related to customer satisfaction
and utilitarian value, hedonic value and customer satisfaction were positively
related to brand loyalty.

Keywords: Innisfree cosmetic products, utilitarian value, hedonic value, customer
satisfaction, brand loyalty.
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