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THE INFLUENCE OF CUSTOMER EXPECTATIONS AND PERCEIVED 

QUALITY ON CUSTOMER LOYALTY TOYOTA AVANZA IN SURABAYA 

MEDIATED BY SATISFACTION 

 

ABSTRACT 

 

This research aims to find out the influence of customer expectations and 

perceived quality on customer loyalty Toyota Avanza in Surabaya mediated by 

satisfaction. The type of data  is the primary data spreading to the consumers 

using questionnaire  with Likert scale of 1 to 5. Respondent is 100 consumers of 

Toyota Avanza in Surabaya. This research use purposive sampling method to 

provide the respondent. The data is analized using Path Analysis Technique. The 

first and second result of this research shows that there are significance influence 

of customer expectations and perceived quality to satisfaction, the third result of 

this research shows that there are significance satisfaction to loyalty. That’s why 

at the end of this research as a suggestion, Toyota Avanza should improve the 

product quality without exception. 

 

Keywords : Customer Expectation, Perceived Quality, Customer Loyalty, 

Satisfaction 


