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EFFECT OF PRODUCT INOVATION, PRODUCT QUALITY, AND BRAND 

IMAGE TO CUSTOMER LOYALTY ON OPPO SMARTPHONE 

 USER IN SURABAYA 

 

ABSTRACT 

 

Muhammad Agung Setia Budi 

2014210857 

Agungmichel999@gmail.com 

 

This research aims to determine the effect of product inovation, product quality, 

and brand image to customer loyalty simultaneously. This research includes the 

development of research with reference to the journals and books that guide 

researchers. Determination of the subject is done by purposive sampling, which 

consists of a large sample of 59 respondents, and 30 as small sample in 

accordance with the theory used. Data collected with questionnaire. This 

questionnaire is used to determine how much influence the product inovation, 

product quality, and brand image in influencing customer loyalty. Data were 

analyzed by descriptive quantitative. The results showed that brand image and 

product quality has an significant effect on customer loyalty. But product 

inovation has no significant on customer loyalty.  

Keywords: Brand Image, Product Inovation, Product Quality, Customer Loyalty. 
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ABSTRAK 
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Penelitian ini bertujuan untuk mengetahui pengaruh inovasi produk, kualitas 

produk, dan citra merek terhadap loyalitas pelanggan secara bersamaan. Penelitian 

ini termasuk pengembangan penelitian dengan mengacu pada jurnal dan buku 

yang membimbing peneliti. Penentuan subjek dilakukan secara purposive 

sampling, yang terdiri dari sampel besar sebanyak 59 responden, dan 30 sebagai 

sampel kecil sesuai dengan teori yang digunakan. Data dikumpulkan dengan 

kuesioner. Kuesioner ini digunakan untuk mengetahui seberapa besar pengaruh 

inovasi produk, kualitas produk, dan citra merek dalam mempengaruhi loyalitas 

pelanggan. Data dianalisis secara deskriptif kuantitatif. Hasil penelitian 

menunjukkan bahwa citra merek dan kualitas produk memiliki pengaruh yang 

signifikan terhadap loyalitas pelanggan. Namun inovasi produk tidak memiliki 

signifikansi pada loyalitas pelanggan. 

 

Kata kunci: Citra Merek, Inovasi Produk, Kualitas Produk, Loyalitas Pelanggan. 
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