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ABSTRAK 

 

Kosmetika sebagai produk kecantikan merupakan barang yang sering kali di beli 

dan di pilih para konsumen wanita khususnya. Produk Kosmetik merupakan 

produk yang unik, karena selain produk ini memilki kemampuan untuk memenuhi 

kebutuhan mendasar (terutama wanita) akan kecantikan sekaligus sebagai sarana 

bagi konsumen untuk memperjelas identitas dirinya di masyarat. Salah satu bisnis 

kosmetika yang popular dikalangan masyarakat adalah merek  The Body Shop. 

Namun pada kenyataannya The Body Shop sampai saat ini belum mendapatkan 

hasil yang memuaskan dalam penjualannya di Indonesia dan telah kalah saing 

dengan kompetitor yang bermunculan. Maka dari itu, upaya menarik konsumen 

untuk memiliki loyalitas tinggi  merupakan hal penting agar eksistensi perusahaan 

terus terjaga. Penelitian ini bertujuan untuk mengetahui pengaruh brand image 

dan kualitas produk terhadap loyalitas pelanggan produk The Body Shop yang ada 

di kota Semarang. 

Penelitian ini merupakan explanatory research dengan menggunakan kuesioner 

sebagai instrumennya. Populasi dan sampel yang digunakan adalah pelanggan The 

Body Shop di Kota Semarang yang diambil sebanyak 100 responden dengan 

menggunakan metode purposive sampling. 

Berdasarkan hasil analisis dapat disimpulkan bahwa Brand Image dan kualitas 

produk berpengaruh terhadap loyalitas pelanggan, dibuktikan melalui uji regresi 

linear sederhana dengan nilai regresi yaitu brand image sebesar 0,480 dan kualitas 

produk sebesar 0,491. Teknik analisis data menggunakan uji korelasi, uji 

determinasi, uji regresi linear sederhana, uji regresi linear berganda, uji t dan uji F 
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dengan bantuan program IBM SPSS (Statistical Product and Service Solutions) 

versi 23. Pengaruh brand image dan kualitas produk secara bersama-sama 

mempengaruhi loyalitas pelanggan sebesar 39,7 %. Sedangkan sisanya 60,3 % 

dipengaruhi faktor lain. 

Berdasarkan hasil penelitian, penulis dapat memberikan saran kepada The Body 

Shop agar menjaga image produk natural yang sudah melekat pada brand dan 

terus meningkatkan kualitas produknya baik dalam segi pengemasan maupun 

bahan baku yang digunakan. 
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ABSTRACT 

THE EFFECT OF BRAND IMAGE AND PRODUCT QUALITY TO 

CUSTOMER LOYALTY OF THE BODY SHOP (CASE STUDY THE BODY 

SHOP’S CUSTOMERS IN THE CITY OF SEMARANG) 

 

Cosmetics as a beauty product is a product that is often purchased and selected by 

female consumers in particular. Cosmetic product is a unique product because 

besides this product has the ability to complete the basic needs (especially 

women) for beauty as well as a means for consumers to clarify their identities in 

society.  

One of the most popular cosmetics businesses among the society is The Body 

Shop brand. But The Body Shop has so far not received satisfactory results in its 

sales in Indonesia and has been outdone by its emerging competitors. Therefore, 

the effort to attract consumers to have high loyalty is an important thing for the 

existence of the company continues to awake. This study aims to determine the 

effect of brand image and product quality on customer loyalty products The Body 

Shop in Semarang city. 

This research is an explanatory research by using questionnaire as its instrument. 

The population and samples used are The Body Shop customers in Semarang City 

taken as many as 100 respondents by using purposive sampling method. 

Based on the results of the analysis can be concluded that Brand Image and 

product quality influence on customer loyalty, evidenced through simple linear 

regression test with regression value that is equal to brand image of 0.480 and 

product quality of 0.491. The data analysis techniques are using correlation test, 
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determination test, simple linear regression test, multiple linear regression test, t 

test and F test with the help of IBM SPSS (Statistical Product and Service 

Solutions) program version 23. The influence of brand image and product quality 

together affects customer loyalty by 39.7%. While the remaining 60.3% 

influenced by other factors. 

Based on the results of the research, the author can provide advices to The Body 

Shop in order to maintain the image of natural products that have been attached to 

the brand, and continue to improve the quality of its products both in terms of 

packaging and raw materials used. 
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