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ANALISIS PENGARUH BRAND IMAGE, PERCEIVED

QUALITY, BRAND EXPERIENCE TERHADAP CUSTOMER

SATISFACTION DAN BRAND LOYALTY PADA PRODUK

PLASTIK KONTAINER MAKANANMEREK TUPPERWARE.

William Phang

ABSTRAK

Saat ini persaingan bisnis dalam industri konsumsi rumah tangga terus
berkembang pesat dan meningkat seiring berjalannya waktu. Salah satu merek
yang terkena dampaknya adalah Tupperware. Berdasarkan data Top Brand Awards
pada produk plastik kontainer makanan, merek Tupperware terus mengalami
penurunan penjualan setiap tahunnya dari tahun 2020 sampai 2023, yang pada
mulanya Tupperware selalu menduduki posisi pertama sebagai merek terlaris
namun kini turun ke posisi kedua, yang diduga penyebabnya adalah citra merek,
persepsi kualitas dan pengalaman merek. Oleh sebab itu, tujuan dari penelitian ini
adalah untuk mengetahui pengaruh brand image, perceived quality, brand
experience terhadap brand loyalty yang dimediasi oleh customer satisfaction.
Penelitian ini menggunakan metode kuantitatif yang menggunakan teknik
non-probability sampling, yang dimana peneliti memperoleh data responden
dengan menyebarkan google form kepada 176 responden serta responden yang
memiliki kriteria yang pernah menggunakan produk wadah penyimpanan
makanan bermerek Tupperware . Software yang digunakan dalam menganalisis
data penelitian adalah SPSS versi 25 dan Smart PLS versi 4. Hasil penelitian ini
yang dilakukan menunjukan bahwa brand image berpengaruh positif terhadap
customer satisfaction, perceived quality berpengaruh positif terhadap customer
satisfaction, brand experience berpengaruh positif terhadap customer satisfaction
merek Tupperware, dan customer satisfaction pengaruh positif brand loyalty,
sehingga peneliti memberikan beberapa upaya dalam membantu mengatasi
permasalahan yang dialami oleh merek Tupperware.

Kata kunci: Brand Image, Perceived Quality, Brand Experience, Customer
Satisfaction, Brand Loyalty
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ANALYSIS OF THE INFLUENCE OF BRAND IMAGE,

PERCEIVED QUALITY, BRAND EXPERIENCE ON CUSTOMER

SATISFACTION AND BRAND LOYALTY IN TUPPERWARE

BRAND PLASTIC FOOD CONTAINER PRODUCTS

William Phang

ABSTRACT (English)

Currently, business competition in the household consumption industry
continues to grow rapidly and increases over time. One brand affected is
Tupperware. Based on Top Brand Awards data on plastic food container products,
the Tupperware brand continues to experience a decline in sales every year from
2020 to 2023, initially Tupperware always occupied first position as the
best-selling brand but has now fallen to second position, which is thought to be
the cause of the brand image, perceived quality and brand experience. Therefore,
the aim of this research is to determine the influence of brand image, perceived
quality, brand experience on brand loyalty which is mediated by customer
satisfaction. This research uses a quantitative method using non-probability
sampling techniques, where researchers obtained respondent data by distributing
a Google form to 176 respondents and respondents who had the criteria of having
used Tupperware branded food storage container products. The software used to
analyze research data is SPSS version 25 and Smart PLS version 4. The results of
this research conducted show that brand image has a positive effect on customer
satisfaction, perceived quality has a positive effect on customer satisfaction,
brand experience has a positive effect on customer satisfaction with the
Tupperware brand, and customer satisfaction has a positive influence on brand
loyalty, so researchers have made several efforts to help overcome the problems
experienced by the Tupperware brand.

Keywords: Brand Image, Perceived Quality, Brand Experience, Customer

Satisfaction, Brand Loyaly.
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