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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui perilaku konsumen terhadap 

produk Zoya, Customer Engagement, Kepercayaan merek dan Loyalitas Merek di 

MOG Malang baik secara bersama-sama maupun secara parsial. Teknik penelitian 

ini dilakukan dengan cara survei menggunakan kuisioner online dengan media 

Google Form sebagai tempat pengambilan sampelnya. Populasi dalam penelitian 

ini adalah sebanyak 116 responden yang di hitung dengan menggunakan rumus 

Machin and Chambell. Menggunakan metode penelitianexplanatory 

researchdengan pendekatan kuantitatif dengan menggunakan teknis analisis data 

analisis jalur, uji asumsi klasik, uji F dan uji t. Hasil penelitian yang didapati 

diketahui bahwa responden dalam penelitian ini didominasi berjenis kelamin 

wanita (100%) dengan usia 21-30 (75.0%) dan status  belum menikah dengan  

frekuensi 69 orang atau (59.5%)dengan tingkat pendidikan terakhir SMK/SMA 

dengan frekuensi 75 orang atau (64.7%) dengan jenis pekerjaan sebagian besar 

IRT sebanyak 22 orang(19.0%)serta penghasilan perbualam paling banyak < Rp. 

3 juta atau (68.1%). Hasil analisis 1 diketahui signifikan Customer Engagement 

(X) sebesar 0.000 < 0.05 berarti terdapat pengaruh secara positif (nilai constan 

0.538) terhadap Kepercayaan Merek (Z). Hasil analisis 2 diketahui bahwa 

Kepercayaan merek berpengaruh positif signifikan terhadap Loyalitas Merek. 

Nilai koefisien regresi Kepercayaan mereksebesar 0.565. Hasil analisis 3 

diketahui bahwa Customer Engagement berpengaruh signifikan terhadap 

Loyalitas Merek dengan koefisien sebesar 0.610. 

Kata Kunci:Customer Engagement, Kepercayaan Merek dan Loyalitas Merek.  
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ABSTRACT 

 
 This study aims to determine consumer behavior towards Zoya products, 

customer engagement, Brand Trust and Brand Loyalty at MOG Malang either 

jointly or partially. This research technique was carried out by means of a survey 

using a questionnaire on line with media Google Forms as the sampling site. The 

population in this study were 116 respondents who were calculated using the 

formula Machin and Chambell. Using research methods explanatory research 

with a quantitative approach using the technical analysis of data path analysis, 

classical assumption test, F test and t test. The results of the study found that the 

respondents in this study were predominantly female (100%) aged 21-30 (75.0%) 

and unmarried status with a frequency of 69 people or (59.5%) with the last 

education level of SMK/SMA with a frequency of 75. people or (64.7%) with the 

type of work mostly IRT as many as 22 people (19.0%) and income per month at 

most < Rp. 3 million or (68.1%). The result of analysis 1 is known to be 

significant Customer Engagement (X) of 0.000 < 0.05 means that there is a 

positive influence (value constant 0.538) on Brand Trust (Z). The results of 

analysis 2 show that brand trust has a significant positive effect on Brand Loyalty. 

Regression coefficient value of brand trust is 0.565. The results of analysis 3 are 

known that Customer Engagement significant effect on Brand Loyalty with a 

coefficient of 0.610. 

 

 Keywords: customer engagement, Brand Trust and Brand Loyalty.   
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