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BRAND LOYALTY MANAGEMENT; THE ROLE OF BRAND TRUST AND BRAND
EXPERIENCE

ABSTRACT

The objectives of this study was to investigate the effect of brand experience on brand loyalty
mediated by brand trust of local automobile brands in Malaysia. The motivation of undertaken this
study was due to the lack of study in the brand loyalty toward local brand, particularly in
automobile sector and in Malaysian context. Data were collected from 330 participants in a
selected mall using the mall-intercept data collection technique. Structural equation modelling-
SmartPLS was the fundamental of data analysis. Findings revealed a strong significant relationship
between brand experience and brand loyalty. It also showed that brand trust playing a mediated
role of these relationships. This study provide alternative recommendations to local automobile
industry authorities and policymakers on how to build a brand and retain brand loyalty, and it
contributes to enrich the current literature.
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