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ABSTRAK

Era globalisasi menjanjikan suatu peluang dan tantangan bisnis bagi semua
perusahaan, fenomena persaingan yang ketat akan semakin mengarahkan sistem
perekonomian ke mekanisme pasar yang memposisikan pemasar untuk selalu
berkembang dan merebut market share (pangsa pasar). Melalui produk asuransi
kendaraan bermotor Garda Oto, PT Asuransi Astra Buana (Asuransi Astra) berhasil
menjadi salah satu market leader pada industri asuransi umum di Indonesia. Salah satu
senjata ampuh untuk meraih kesuksesan tersebut adalah dengan menjaga kepuasan &
loyalitas pelanggan, disertai dengan ekuitas merek, kualitas pelayanan dan strategi
pemasaran seperti personal selling yang dimiliki oleh perusahaan.

Penelitian ini bertujuan untuk mengetahui pengaruh ekuitas merek, kualitas
pelayanan dan personal selling terhadap loyalitas pelanggan melalui kepuasan
pelanggan pada produk asuransi kendaraan bermotor Garda Oto. Jenis penelitian ini
adalah penelitian kuantitatif. Data yang disajikan dalam penelitian ini diperoleh melalui
kuesioner yang dibagikan kepada 142 responden. Analisis statistik menggunakan
metode SEM PLS untuk dilakukan pengujian model dan hipotesis.

Hasil dari penelitian ini menunjukan bahwa ekuitas merek berpengaruh positif
dan signifikan terhadap loyalitas pelanggan, ekuitas merek tidak berpengaruh positif
dan signifikan terhadap kepuasan pelanggan, kualitas pelayanan berpengaruh positif dan
signifikan terhadap loyalitas pelanggan, kualitas pelayanan berpengaruh positif dan
signifikan terhadap kepuasan pelanggan, personal selling tidak berpengaruh positif dan
signifikan terhadap loyalitas pelanggan, personal selling berpengaruh positif dan
signifikan terhadap kepuasan pelanggan, kepuasan pelanggan berpengaruh positif dan
signifikan terhadap loyalitas pelanggan, ekuitas merek tidak berpengaruh positif dan
signifikan terhadap loyalitas pelanggan melalui kepuasan pelanggan, kualitas pelayanan
berpengaruh positif dan signifikan terhadap loyalitas pelanggan melalui kepuasan
pelanggan dan personal selling berpengaruh positif dan signifikan terhadap loyalitas
pelanggan melalui kepuasan pelanggan.

Kata kunci : Ekuitas Merek, Kualitas Pelayanan, Personal Selling, Loyalitas

Pelanggan, Kepuasan Pelanggan
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ABSTRACT

The era of globalization promises business opportunities and challenges for all
companies, the phenomenon of intense competition will increasingly direct the
economic system to a market mechanism that positions marketers to always develop and
seize market share. Through Garda Oto motor vehicle insurance products, PT Asuransi
Astra Buana (Asuransi Astra) has succeeded in becoming one of the market leaders in
the general insurance industry in Indonesia. One of the powerful weapons to achieve
this success is to maintain customer satisfaction & loyalty, accompanied by brand
equity, service quality and marketing strategies such as personal selling owned by the
company.

This study aims to determine the effect of brand equity, service quality and
personal selling on customer loyalty through customer satisfaction on Garda Oto motor
vehicle insurance products. This type of research is quantitative research. The data
presented in this study were obtained through questionnaires distributed to 142
respondents. Statistical analysis using the SEM PLS method to test the model and
hypothesis.

The results of this study indicate that brand equity has a positive and significant
effect on customer loyalty, brand equity does not have a positive and significant effect
on customer satisfaction, service quality has a positive and significant effect on
customer loyalty, service quality has a positive and significant effect on customer
satisfaction, personal selling has no positive and significant effect on customer loyalty,
personal selling has a positive and significant effect on customer satisfaction, customer
satisfaction has a positive and significant effect on customer loyalty, brand equity has
no positive and significant effect on customer loyalty through customer satisfaction,
service quality has a positive and significant effect on customer loyalty through
customer satisfaction and personal selling has a positive and significant effect on
customer loyalty through customer satisfaction.

Keywords : Brand Equity, Service Quality, Personal Selling, Customer Loyalty,
Customer Satisfaction
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