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ABSTRAK 

Studi ini dimaksudkan untuk mengevaluasi sejauh mana peran kepercayaan, brand 

image, dan kepuasan dalam membentuk loyalitas pelanggan Maxim di wilayah 

Kota Batam. Penelitian ini menggunakan pendekatan kuantitatif deskriptif dengan 

sasaran responden yang merupakan pengguna aktif aplikasi Maxim. Penarikan 

sampel dilakukan melalui teknik purposive sampling dan jumlah sampel ditentukan 

menggunakan rumus dari Jacob Cohen, sehingga diperoleh total 204 responden. 

Proses analisis data mencakup pengujian kualitas data, uji asumsi klasik, uji 

pengaruh serta uji hipotesis. Hasil penelitian memperlihatkan bahwa kepercayaan 

berkontribusi sebesar 20,8% terhadap loyalitas pelanggan, brand image sebesar 

49,9%, dan kepuasan memberikan pengaruh 34,2%. Analisis koefisien determinasi 

(R²) menunjukkan bahwa kepercayaan, brand image, dan kepuasan secara bersama-

sama menjelaskan 71,8% variasi loyalitas pelanggan. Berdasarkan hasil uji statistik, 

kepercayaan, brand image, dan kepuasan terbukti memiliki pengaruh positif dan 

signifikan, baik secara individu maupun secara kolektif terhadap loyalitas 

pelanggan Maxim di Kota Batam. 

 

Kata Kunci: Brand Image, Kepercayaan, Kepuasan, Loyalitas Pelanggan.  
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ABSTRACT 

This study is intended to evaluate the extent to which trust, brand image, and 

satisfaction play a role in shaping Maxim customer loyalty in Batam City. This 

study uses a descriptive quantitative approach with the target respondents being 

active users of the Maxim application. Sampling was carried out using a purposive 

sampling technique and the number of samples was determined using the formula 

from Jacob Cohen, resulting in a total of 204 respondents. The data analysis 

process includes data quality testing, classical assumption testing, influence 

testing, and hypothesis testing. The results of the study show that trust contributes 

20.8% to customer loyalty, brand image 49.9%, and satisfaction has an influence 

of 34.2%. The analysis of the coefficient of determination (R²) shows that trust, 

brand image, and satisfaction together explain 71.8% of the variation in customer 

loyalty. Based on the results of statistical tests, trust, brand image, and satisfaction 

are proven to have a positive and significant influence, both individually and 

collectively, on Maxim customer loyalty in Batam City. 

 

Keywords: Brand Image, Trust, Satisfaction, Customer Loyalty. 
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