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ABSTRAK 

 

 

Perkembangan di bidang teknologi informasi dan komunikasi juga mengubah 

segala aktifitas masyarakat masa kini. Bergantungnya masyarakat terhadap 

teknologi informasi dan komunikasi, secara tidak langsung kebutuhan akan kartu 

seluler kian bertambah. Fungsi kartu seluler sebagai penunjang aktifitas 

masyarakat harus dapat memenuhi harapan masyarakat saat ini. Ketika konsumen 

menempatkan kepercayaannya terhadap suatu merek (brand trust) dan merasakan 

puas setelah menggunakannya (customer satisfaction) maka konsumen akan 

cenderung membeli ulang merek tersebut (brand loyalty). Penelitian ini bertujuan 

untuk menguji dan menganalisis pengaruh antara brand trust dan customer 

satisfaction terhadap brand loyalty pengguna Telkomsel di Universitas Kristen 

Maranatha. Data dikumpulkan dengan menggunakan kuesioner. Teknik 

pengambilan sampelnya adalah menggunakan Simple Random Sampling 

berjumlah 400 responden, data dianalisis menggunakan Regresi Linear Berganda. 

Hasil dalam penelitian ini menunjukkan bahwa brand trust dan customer 

satisfaction secara simultan berpengaruh terhadap brand loyalty pada pengguna 

Telkomsel di Universitas Kristen Maranatha.   

Kata kunci: brand trust, customer satisfaction, brand loyalty 
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ABSTRACT 

 

 

Development in the field of information and communication technology also 

changes all activities of today's society. Community dependence on information 

and communication technology, indirectly the need for cellular cards is 

increasing. The function of cellular cards as a support for community activities 

must be able to meet the expectations of society today. When consumers place 

their trust in a brand (brand trust) and feel satisfied after using it (customer 

satisfaction), consumers will tend to repurchase the brand (brand loyalty). This 

study aims to examine and analyze the influence of  brand trust and customer 

satisfaction on brand loyalty of Telkomsel users at Maranatha Christian 

University. Data was collected using a questionnaire. The sampling technique was 

using Simple Random Sampling totaling 400 respondents, the data were analyzed 

using Multiple Linear Regression. The results in this study indicate that brand 

trust and customer satisfaction simultaneously influence brand loyalty in 

Telkomsel users at Maranatha Christian University. 

Keywords: brand trust, customer satisfaction, brand loyalty 
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