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Abstrak

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas produk, word of
mouth dan kualitas pelayanan terhadap kepuasan konsumen dan minat beli ulang
pad CV. Central Jaya Elektronik (Kudus). Penelitian ini -menggunakan metode
kualitatif dan kuantitatif. Sampel pada penelitian ini adalah konsumen yang
berbelanja di CV. Central Jaya Elektronik sebanyak 115 orang , dengan
pengambilan sampel menggunakan metode purposive sampling. Pengumpulan
data diperoleh dari penyebaran kuesioner. Teknik analisis data dalam penelitian
ini menggunakan analisis data SEM melalui program AMOS. Hasil penelitian ini
menunjukkan bahwa kualitas produk berpengaruh positif dan signifikan terhadap
kepuasan konsumen, word of mouth berpengaruh positif dan signifikan terhadap
kepuasan konsumen, kualitas pelayanan berpengaruh negative dan tidak
signifikan terhadap kepuasan konsumen, kualitas produk berpengaruh negative
dan tidak signifikan terhadap minat beli ulang, word of mouth berpengaruh positif
dan signifikan terhadap minat beli ulang, kualitas pelayanan berpengaruh negative
dan tidak signifikan terhadap minat beli ulang, kepuasan konsumen berpengaruh
negative dan tidak signifikan terhadap minat beli ulang, kepuasan konsumen tidak
memiliki kekuatan sebagai variabel mediasi antara kualitas produk terhadap minat
beli, kepuasan konsumen tidak memiliki kekuatan sebagai variabel mediasi antara
word of mouth terhadap minat beli ulang, kepuasan konsumen tidak memiliki
kekuatan sebagai variabel mediasi antara kualitas pelayanan terhadap minat beli
ulang.

Kata Kunci : Kualitas Produk, Word of Mouth, Kualitas Pelayanan,
Kepuasan Konsumen, Minat Beli Ulang
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Abstract
This study aims to analyze the effect of product quality, word of mouth and service
quality on purchase satisfaction and repurchase interest on CV. Central Jaya
Elektronik (Kudus). This research uses qualitative and quantitative methods. The
sample in this study were consumers who shopped at CV Central Jaya Elektronik
as many as 115 people, with sampling using purposive sampling method. Data
collection was obtained from distributing questionnaires. The data analysis
technique in this study uses SEM data analysis through the AMOS program. The
results of this study indicate that product quality has a positive and significant
effect on consumer satisfaction, word of mouth has a positive and significant
effect on consumer satisfaction, service quality has a negative and not significant
effect on consumer satisfaction, product quality has a negative and not significant
effect on repurchase interest, word of mouth of mouth has a positive and
significant effect on repurchase interest, service quality has a negative and not
significant effect on repurchase interest, consumer satisfaction has a negative and
not significant effect on repurchase interest, consumer satisfaction has no power
as a mediating variable between product quality and purchase intention,
consumer satisfaction has no power as a mediating variable between word of
mouth on repurchase interest, consumer satisfaction has no power as a mediating
variable between service quality and repurchase interest..
Keywords: Product Quality, Word of Mouth, Service Quality, Purchase
Satisfaction, Repurchase Interest
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