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The Influence Of Service Quality, Brand Image, Customer Satisfaction, On 

Customer Loyalty In Alfamart In The Cikarang Region, Bekasi District 

 

Muhamad Ikbal Rudin1) 

Edy saptono2) 

 

Abstract 

 

Alfamart is one of the largest retailers in Indonesia engaged in general trade and 

services. Alfamart's business model is to sell daily necessities at affordable prices 

and is located around residential areas, offices or public facilities. The study aims 

to determine the effect of service quality, brand image, customer satisfaction on 

customer loyalty at Alfamart. This study is a quantitative study, the method used is 

non-probability sampling with purposive sampling technique and Roscoe's theory 

as the reference theory of the study. The sampling method of the study was 180 

respondents and data collected through a questionnaire instrument. The data was 

processed statistically using SPSS version 25 software. The results of the study 

showed that partially the Service Quality variable (X1) had a positive and 

significant effect on customer loyalty of 0.004 <0.05 0.205, the Brand Image 

variable (X2) had a positive and significant effect on customer loyalty of 0.000 

<0.05, the Customer Satisfaction variable (X3) had a positive and significant effect 

on customer loyalty of 0.000 <0.05. 

 

Keywords: Service Quality, Brand Image, Customer Satisfaction, Customer Loyalty 
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ABSTRAK 

 

Alfamart adalah salah satu retail terbesar di Indonesia yang bergerak di 

bidang perdagangan umum dan jasa. Model bisnis Alfamart adalah menjual 

kebutuhan sehari – hari dengan harga terjangkau dan berlokasi di sekitar wilayah 

perumahan, perkantoran atau fasilitas umum.  

Penelitian  bertujuan untuk mengetahui pengaruh kualitas pelayanan, citra 

merek, kepuasan pelanggan terhadap loyalitas pelanggan di Alfamart. Penelitian ini 

merupakan penelitian kuantitatif, metode yang digunakan yaitu non-probability 

sampling dengan teknik purposive sampling dan teori Roscoe sebagai teori acuan 

penelitian. Metode pengambilan sampel penelitian sebanyak 180 responden dan 

data yang dikumpulkan melalui instrumen kuesioner. Data diolah dengan statistik 

dengan menggunakan software SPSS version 25.  

Hasil Penelitian menunjukan bahwa secara parsial variabel Kualitas 

Pelayanan (X1) berpengaruh positif dan signifikan terhadap loyalitas pelanggan 

sebesar 0,004 < 0,05, variabel Citra Merek (X2) berpengaruh positif dan signifikan 

terhadap loyalitas pelanggan sebesar 0,000 < 0,05, variabel Kepuasan Pelanggan 

(X3) berpengaruh posotif dan signifikan terhadap loyalitas pelanggan sebesar  

0,000 < 0,05. 

 

Kata Kunci : Kualitas Pelayanan, Citra Merek, Kepuasan Pelanggan, Loyalitas 

Pelanggan


