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Abstrak

Penelitian ini bertujuan untuk menguji pengaruh kelengkapan produk dan
citra merek terhadap loyalitas pelanggan setelah terlebih dahulu melalui kepuasan
sebagai variabel intervening pada pelanggan swalayan Adinegoro Padang.Pada
penelitian ini yang menjadi sampel adalah sebanyak 100 orang pelanggan yang
berbelanja di Adinegoro dipilih secara acak. Metode analisis yang digunakan
untuk membuktikan kebenaran hipotesis adalah menggunakan structural equation
model (SEM) Berdasarkan hasil pengujian hipotesis pertama (H;) ditemukan
kelengkapan produk tidak berpengaruh signifikan terhadap loyalitas pelanggan
dalam beberlanja di Adinegoro Swalayan Padang. Hipotesis kedua (H)Citra
merek berpengaruh positif dan signifikan terhadap loyalitas pelanggan dalam
berbelanja di Adinegoro Swalayan Padang. Hipotesis ketiga (H3) Kepuasan
berpengaruh positif dan signifikan terhadap loyalitas pelanggan dalam berbelanja
di Adinegoro Swalayan Padang.Hipotesis keempat (H,) kelengkapan produk
berpengaruh positif dan signifkan terhadap kepuasan pelanggan dalam berbelanja
di Adinegoro Swalayan Padang.Hipotesis kelima (Hs) citra merek berpengaruh
positif dan signifikan terhadap kepuasan pelanggan dalam berbelanja di
Adinegoro Swalayan Padang.Hipotesis keenam (Hg) Kelengkapan produk
berpengaruh terhadap loyalitas melalui kepuasan sebagai variabel intervening
dalam berbelanja di Adinegoro Swalayan Padang. Hipotesis ketujuh (H7) citra
merek berpengaruh signifikan terhadap loyalitas melalui kepuasan pelanggan
sebagai variabel intervening dalam berbelanja di Adinegoro Swalayan.
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Abstract

This study aims to examine the effect of product completeness and brand
image on customer loyalty after first through satisfaction as an intervening
variable in Padang Adinegoro supermarket customers. In this study, 100
customers who shopped at Adinegoro were sampled randomly. The analytical
method used to prove the truth of a hypothesis is to use a structural equation
model (SEM). Based on the results of the first hypothesis (H;) test, it is found that
the completeness of the product has no significant effect on customer loyalty in a
number of Padang Adinegoro Supermarkets. The second hypothesis (H,) Brand
image has a positive and significant effect on customer loyalty in shopping at
Adinegoro Swalayan Padang. The third hypothesis (H3) Satisfaction has a positive
and significant effect on customer loyalty in shopping at Adinegoro Swalayan
Padang. The fourth hypothesis (H4) of product completeness has a positive and
significant effect on customer satisfaction in shopping at Adinegoro Swalayan
Padang. The fifth hypothesis (Hs) brand image has a positive and significant
effect on customer satisfaction in shopping at Adinegoro Swalayan Padang. The
sixth hypothesis (H6) Product completeness influences loyalty through
satisfaction as an intervening variable in shopping at Adinegoro Swalayan
Padang. The seventh hypothesis (H7) brand image has a significant effect on
loyalty through customer satisfaction as an intervening variable in shopping at
Adinegoro Swalayan.
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