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MOTTO 

 

 

 

 

 

If you have a dream, get up 
 

 

 

 

Manusia itu sama ,yang membedakan adalah Doa 

dan Usaha 

 

 

 

 

 

LIFE IS LIKE A ROLLER COASTER.IT HAS 

ITS UPS AND DOWNS. BUT IT’S YOUR 

CHOICE TO SCREAM OR ENJOY THE RIDE 
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xv 

 

THE INFLUENCE BETWEEN EMOTIONAL VALUE, SACRIFICE PERCEIVED 

VALUE AGAINST BRAND LOYALTY AND 

 CUSTOMER RELATIONSHIP MANAGEMENT 

 ON CUSTOMERS McDonald’S 

 IN SIDOARJO 

 

ABSTRACT 

This study was conducted to determine the effect of emosional value,sacrifice perceived value 

are significantly mediate the effect of brand loyalty and customer relationship managemet 

(CRM)  on the user on customers McDonald’s in Sidoarjo. Sampling technique in this study was 

non-probability sampling method with jugdement Sampling. Data were collected from 130 

respondents. Respondents who have buy and users, in Sidoarjo. The analysis method used in this 

research is the analysis path test using the Structural Equation Modelfor amos18. Brand loyalty 

is in the mediating effect of  emotional value  and sacrifice perceived value  to customer 

relationship management on customers McDonald’s in Sidoarjo,So, customers of McDonald’s 

that have brand loyalty be loyal to the products of  McDonald’s and a long term relationship 

with McDonald’s. 

 

Keywords: emosional value, customer value ,CRM (customer relationship management),brand 

loyalty 

 


