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ABSTRAK 

 

Konsumen mobil di Indonesia memiliki minat yang cukup tinggi terhadap authorized 

dealer service. Authorized dealer service kendaraan roda empat yang ada di 

Indonesia rata-rata menggunakan strategi dari segi brand image & customer 

satisfaction. Peneliti melakukan penelitian dengan melakukan pengambilan data pada 

responden konsumen service authorized dealer sebagai populasi penelitian. Karena 

menurut peneliti, konsumen service authorized dealer merupakan konsumen yang 

banyak ditemukan disetiap daerah. Jenis penelitian ini menggunakan jenis penelitian 

causal explanatory. Populasi yang diambil dalam penelitian ini adalah konsumen 

yang pernah service mobil. Penelitian ini melibatkan sebanyak 238 responden yang 

telah memenuhi kriteria sebagai konsumen yang pernah service mobil di authorized 

dealer service. Metode  Nonprobability sampling yang dipakai adalah sampling 

purposive. Hasil dari penelitian menunjukan bahwa  brand image berpengaruh pada 

customer satisfaction dengan nilai R Square (0,118 x 100% = 11,8%). 

 

Kata kunci : Brand Image, Customer Satisfaction 
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ABSTRACT 

 

Costumer interests car in indonesian has a fairly high evaluation to authorized dealer 

service. Average authorized dealer service four-wheeled vehicles in indonesian use 

strategy of brand image & customer satisfaction. Researchers conducted research by 

taking data on respondents costumer service as population research. According 

researchers, they are those who are found in every region. The type of research it uses 

causal explanatory. A population that taken in this research was costumers ever 

service car. This research involving 238 respondents which already meet the criteria 

as customers ever service car in authorized dealer service. Nonprobability sampling 

method used is sampling purposive. The result showed that also had an impact on 

brand image with a value of  R Square (0,118 x 100% = 11,8%). 

 

Keyword: Brand Image, Customer Satisfaction  
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