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ABSTRACTION

The purpose of this study was to find out the effect of brand image, product
quality, and service quality on customer satisfaction at Han's Bakery Kudus. The
research method used is a descriptive-quantitative approach. The sample in this
study was 96 people who were selected using a purposive sampling technique
with the amount based on the Lemeshow equation and the criteria in the form of
customers who had bought at least three times at Han's Bakery Kudus in the last
two years. The data obtained were analyzed using descriptive analysis methods
and multiple linear regression analysis. The conclusions obtained are: (1) brand
image has a positive and insignificant effect on customer satisfaction at Han's
Bakery Kudus; (2) product quality has a positive and insignificant effect on
customer satisfaction at Han's Bakery Kudus; (3) service quality has a positive
and significant effect on customer satisfaction at Han's Bakery Kudus; and (4)
brand image, product quality, and service quality together have a positive and
significant effect on customer satisfaction at Han's Bakery Kudus.

Keywords: brand image; customer satisfaction; service quality; product quality;
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