ABSTRACT

The research objective is to analyze the influence of brand image, service
quality, customer satisfaction on loyalty to return to the hospital in Permata
Medika, Semarang through service quality and customer satisfaction as interveing
variable.

The sampling method used in this research is non-probability sampling
with a purposive sampling technique. The samples collected were 100 respondents
at Permata Medika Hospital to find out information about re-visit intention in the
hospital. The analytical method used is multiple analysis techniques which include
validity test, reliability test, classic assumption test, multiple linear regression
test, t test, f test, determination test, and sobel test.

The results showed that brand image had a positive and significant effect
on service quality and loyalty but negative and not significant on customer
satisfaction, service quality had a positive and significant effect on customer
satisfaction and loyalty, and customer satisfaction had a positive and significant

effect on customer loyalty.
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