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MOTTO 

 

Setiap masalah, pasti ada solusinya. Yakinlah, 

masalah ada karena untuk mendewasakan kita 

Belajar dari kesalahan, bangkit dari kegagalan 

dan buktikan kalau kita bisa melakukan apa yang 

mungkin orang lain belum tentu bisa lakukan 

Lakukan yang terbaik selagi kita mampu, karena 

kesempatan belum tentu datang dua kali 

Bermimpilah menjadi orang yang besar dan 

berusahalah semaksimal mungkin untuk 

mewujudkan mimpi itu 

Tidak ada yang tidak mungkin selama kita mau 

berjuang. Percaya pada diri sendiri, yakin bahwa 

kita mampu 

Jangan menjadi seseorang yang biasa saja. Jadilah 

orang yang bisa dibanggakan dan bermanfaat 

untuk orang di sekeliling kita 

 

BERUSAHA, BERDOA, TAWAKAL, 

IKHLAS, BERSYUKUR 

KEEP SPIRIT !!! 

^.^ 
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ABSTRACT 

The Effect of Product Quality on Satisfaction, Trust, and Customer Loyalty to 

the Student of STIE Perbanas Surabaya 

 

This research has proposed a conceptual framework to investigate the effects of 

product quality on satisfaction, trust, and customer loyalty. Product quality refers 

to customer perceptions regarding the extent to which a product to demonstrate 

its ability to satisfy customer needs. Customer trust refers to the customer's 

perception of a product that is believed to provide benefits in accordance with 

customer expectations. Customer satisfaction refers to the evaluation of the 

customer's perception of what is acceptable to what is expected to include in the 

purchase decision itself. Customer loyalty refers to the perception of the 

customers to make repeat purchases of the same product and willingness to 

recommend the product to other. 

 

To test the conceptual framework, simple linear regression with SPSS 16.0 

program has been used to analyze the data collected from 60 customers of skin 

care product “X” at STIE Perbanas Surabaya. To test the validity, significance of 

all the indicator variable value less than 0,05 so as to be valid.  

 

The results of the study indicate that product quality is positively and significantly 

related to satisfaction, trust, and customer loyalty. Product quality has found to 

be an important on satisfaction, trust, and customer loyalty. The higher quality of 

the product, the satisfaction, trust and loyalty of customers is also increasing. 

 

Key words : product quality, customer satisfaction, customer trust, and 

customer loyalty. 




