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ABSTRAKSI

Penelitian ini bertujuan untuk mengetahui pengaruh kepuasan pelanggan
terhadap loyalitas merek dan word of mouth serta dampaknya terhadap persepsi
kualitas (studi pada konsumen Mixue Kudus). Sampel yang diambil sebanyak 144
responden. Data yang digunakan dalam penelitian ini diambil dengan cara
menyebar kuesioner melalui link google form. Alat analisis yang digunakan yaitu
AMOS 24.0. Berdasarkan hasil pengujian hipotesis Berdasarkan hasil pengujian
hipotesis dalam penelitian ini menunjukkan bahwa Kepuasan Pelanggan
berpengaruh positif dan signifikan terhadap Loyalitas Merek, Kepuasan Pelanggan
tidak berpengaruh terhadap Word of Mouth, Loyalitas Merek berpengaruh positif
dan signifikan terhadap Word of Mouth, Word of Mouth tidak berpengaruh terhadap
Persepsi Kualitas. Loyalitas Merek tidak mampu menjadi variable intervening dan
Word of Mouth mampu menjadi variable intervening.

Kata Kunci: Kepuasan Pelanggan, Loyalitas Merek, Word of Mouth, Persepsi
Kualitas
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ABSTRACT

This study aims to determine the influence of customer satisfaction on brand
loyalty and word of mouth and its impact on quality perception (a study on Mixue
Kudus consumers). The sample taken was 144 respondents. The data used in this
study was taken by distributing questionnaires through google form links. The
analysis tool used is AMOS 24.0. Based on the results of hypothesis testing Based
on the results of hypothesis testing in this study, it shows that Customer Satisfaction
has a positive and significant effect on Brand Loyalty, Customer Satisfaction has
no effect on the Word of Mouth, Brand Loyalty has a positive and significant effect
on the Word of Mouth, Word of Mouth has no effect on Perceived Quality. Brand
Loyalty is not able to be an intervening variable and Word of Mouth is able to be
an intervening variable.

Keywords: Customer Satisfaction, Brand Loyalty, Word of Mouth, Perceived
Quality
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