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ABSTRAK

Penelitian ini bertujuan untuk menganalisis hubungan antara pengaruh promosi penjualan, persepsi
harga, dan citra merek dalam membangun loyalitas pelanggan melalui kepuasan pelanggan. Populasi
penelitian adalah seluruh pengguna smartphone merek Oppo di Kota Samarinda. Penelitian ini bersifat
deskriptif kuantitatif dengan sampel sebanyak 100 responden yang diambil menggunakan metode survei
dengan teknik purposive sampling, di mana responden dipilih berdasarkan kriteria tertentu yang sesuai
dengan tujuan penelitian. Data dikumpulkan menggunakan kuesioner dalam bentuk Google Form.
Metode pengolahan data menggunakan SmartPLS versi 3. Hasil penelitian menunjukkan bahwa promosi
penjualan berpengaruh positif signifikan terhadap kepuasan pelanggan, sementara persepsi harga tidak
berpengaruh positif signifikan terhadap kepuasan pelanggan. Sebaliknya, citra merek berpengaruh
positif signifikan terhadap kepuasan pelanggan. Selain itu, kepuasan pelanggan juga berpengaruh positif
signifikan terhadap loyalitas pelanggan pada produk smartphone Oppo di Surya Phone cabang Antasari.

Kata Kunci: Citra Merek, Kepuasan Pelanggan, Loyalitas Pelanggan, Persepsi Harga dan
Promosi Penjualan
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ABSTRACT

This study aims to analyze the relationship between the influence of sales promotions, price perception,
and brand image in building customer loyalty through customer satisfaction. The study population
consists of all users of Oppo smartphones in Samarinda City. This research is descriptive quantitative
in nature, with a sample of 100 respondents obtained using a survey method with purposive sampling
techniques, where respondents were selected based on specific criteria relevant to the research
objectives. Data were collected using a questionnaire in the form of a Google Form. The data processing
method employed SmartPLS version 3. The results of the study indicate that sales promotions have a
significant positive effect on customer satisfaction, while price perception does not have a significant
positive effect on customer satisfaction. Conversely, brand image has a significant positive effect on
customer satisfaction. Additionally, customer satisfaction also has a significant positive effect on
customer loyalty for Oppo smartphone products at the Surya Phone Antasari branch.

Keywords: Brand Image, Customer Satisfaction, Customer Loyalty, Price Perception, and Sales
Promotion
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