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This study aims to fill the research gap on the role of brand reliability and brand intention in mediating the effect
of overall customer satisfaction on brand loyalty. The context of the research is on bottled drinking water
(AMDK) customers who already know the brand name and have consumed products from the bottled drinking
water brand name. The sampling technique used a non-probability sampling approach, namely purposive
sampling. The sample size is 120 respondents by following the general rules of factor analysis. The results of
the study revealed that brand reliability and brand intention have an important role in mediating the effect of
overall customer satisfaction on brand loyalty.

Keywords: customer satisfaction, brand loyalty, brand reliability, brand intention.

References

Cahyani, B., & Sujana, S. (2018). The Influence of Reliability, Assurance, Tangible, Empathy And
Responsiveness That Determine Buying Interest To Pt. Panorama Land. In International Conference On
Accounting And Management Science 2018 (pp. 165-169).

Iriyadi, I., Setiawan, B., & Sutarti, S. (2017). Pelatihan Analisis Data Penelitian (Primer Dan Sekunder) Bagi
Mahasiswa Kesatuan. Jurnal Abdimas, 1(1), 1-4.

Iriyadi, I., & Antonio, Y. (2021). Climate Change Disclosure Impact on Indonesian Corporate Financial
Performance. Jurnal Dinamika Akuntansi dan Bisnis, 8(2), 117-127.

Munawar, A. (2012). Struktur Kapital Perusahaan Perkebunan di Indonesia, Kebijakan, Faktor-Faktor yang
Mempengaruhi dan Dampaknya Terhadap Kinerja Perusahaan (Doctoral dissertation, Institut Pertanian
Bogor).

Munawar, A. (2019). The effect of Liquidity, leverage and total asset turnover on Profitability: Empirical Study
of Manufacturing Companies in Indonesia Stock Exchange 2012-2017. Internaational Journal of
Economics and Management Studies, www. internatinalljournalssrg. org.

Neva, S., Amyar, F., & Hernusa, H. L. (2021). Pengaruh Fraud Diamond dan Gonetheory Terhadap Academic
Fraud. JAS-PT (Jurnal Analisis Sistem Pendidikan Tinggi Indonesia), 5(1), 29-38.

Nurunniza, Y., & Supriadi, Y. (2018). Valuation of Financial Performance and Stock Performance.
In International Conference On Accounting And Management Science 2018 (pp. 128-144).

Selvie, Y. T., & Sujana, S. (2018). The Influence of Hedonic Shopping Motivation, Impulsif Buying, and
Lifestyle on Purchase Decisions. In International Conference On Accounting And Management Science
2018 (pp. 182-185).

Setiawan, B., Afiff, A. Z., & Heruwasto, |. (2021). The role of norms in predicting waste sorting
behavior. Journal of Social Marketing.

Setiawan, B., Afiff, A. Z., & Heruwasto, |. (2021). PERSONAL NORM AND PRO-ENVIRONMENTAL
CONSUMER BEHAVIOR: AN APPLICATION OF NORM ACTIVATION THEORY. ASEAN
Marketing Journal.

Supriadi, Y., & ALFIANA, M. N. (2014). Pengaruh Hutang Jangka Pendek Dan Hutang Jangka Panjang Dalam
Menilai Kinerja Perusahaan Dari Aspek Profitabilitas. Jurnal IImiah Manajemen Kesatuan, 2(3), 238-253.



