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ABSTRAK 

 
Di era modern ini, transportasi sangat dibutuhkan oleh seluruh kalangan terutama 

mobil. Jenis transportasi ini banyak dipilih karena kenyamanan dan dapat menjadi gambaran 

suatu status sosial seseorang. Tren mobil saat ini mengalami perkembangan yang pesat, 

beberapa brand mobil seperti Toyota, Honda, Nissan bersaing untuk mengebangkan fitur- 

fitur terbaik mereka demi menarik lebih banyak pelanggan. Pada penelitian ini akan berfokus 

pada brand mobil Nissan, dimana Nissan Indonesia terus mengalami penurunan penjualan 

sejak tahun 2009 hingga tahun 2024. Penelitian ini betujuan menganalisa faktor- faktor yang 

mempengaruhi customer engagement dan customer loyalty pada Nissan. Survey secara 

daring dilakukan terhadap 247 reponden yang memenuhi syarat yang telah ditentukan penliti 

yang kemudian dianalisa menggunakan metode PLS-SEM. Hasil dari penelitian menunjukan 

bahwa product quality, service quality, price fairness memiliki pengaruh terhadap customer 

engagement dan customer loyalty. Dimana product quality memiliki pengaruh paling tinggi 

yaitu sebesar 38,8% dibandingkan dengan variabel lainnya. Maka dari itu, dari hasil 

penelitian ini perusahaan Nissan disarankan agar meningkatkan kualitas produknya dengan 

membuat strategi-strategi baru agar dapat meningkatkan penjualannya. 

 

 

 

Kata Kunci: product quality, service quality, price fairness, customer engagement, 

customer loyalty 
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ANALYSIS OF THE INFLUENCE OF PRODUCT QUALITY, SERVICE 

QUALITY, PRICE FAIRNESS ON CUSTOMER LOYALTY AND CUSTOMER 

ENGAGEMENT IN NISSAN CAR USERS 

Ivana Angelina Wahyudianto 
 

 

ABSTRACT 

In this modern era, transportation is needed by all people, especially cars. This type 

of transportation is widely chosen because of its convenience and can be a picture 

of a person's social status. Car trends are currently experiencing rapid 

development, several car brands such as Toyota, Honda, Nissan compete to develop 

their best features in order to attract more customers. This research will focus on 

the Nissan car brand, where Nissan Indonesia continues to experience a decline in 

sales from 2009 to 2024. This research aims to analyze the factors that influence 

customer engagement and customer loyalty in Nissan. An online survey was 

conducted on 247 respondents who met the conditions determined by the researcher 

which were then analyzed using the PLS-SEM method. The results of the study 

show that product quality, service quality, price fairness have an influence on 

customer engagement and customer loyalty. Product quality had the highest 

influence, at 38.8%, compared to other variables. Therefore, the results of this 

study suggest that Nissan improve product quality by developing new strategies to 

increase sales 

 

 

 

Keywords: product quality, service quality, price fairness, customer engagement, 

customer loyalty 
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