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ABSTRAK

Dengan banyaknya penyebaran gerai Mixue di kota Palembang menyebabkan
timbulnya beberapa permasalahan seperti kualitas produk dan kualitas pelayanan
yang di rasa beda dan kurang baik. Tujuan penelitian ini untuk menganalisis
pengaruh kualitas produk dan kualitas pelayanan terhadap kepuasan konsumen
dimediasi keputusan pembelian produk Mixue. Penelitian ini menggunakan metode
kuantitatif dengan menyebarkan kusioner kepada 100 responden yang pernah
membeli Mixue di kota Pelembang. Sampel yang digunakan yaitu teknik sampling
insindentas (sampling tidak disengaja/kebetulan). Analisis data menggunakan
bantuan SmartPLS 4 dengan mengevaluasi model pengukuran (outher model),
model stuktural (inner model) dan pengujian hipotesis. Hasil penelitian
menunjukan bahwa kualitas produk memiliki pengaruh signifikan terhadap
keputusan pembelian produk Mixue, kualitas produk berpengaruh signifikan
terhadap kepuasan konsumen Mixue, kualitas pelayanan memiliki pengaruh
signifikan terhadap keputusan pembelian produk Mixue, kualitas pelayanan
berpengaruh negatif dan tidak signifikan terhadap kepuasan konsumen dan
keputusan pembelian berpengaruh signifikan terhadap kepuasan konsumen produk
Mixue.

Kata kunci : Kepuasan Konsumen, Kualitas Produk, Kualitas Pelayanan,
Keputusan Pembelian
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ABSTRACT

With the large spread of Mixue outlets in the city of Palembang, several problems
arise such as product quality and service quality which are felt to be different and
not good. The aim of this research is to analyze the influence of product quality and
service quality on consumer satisfaction mediated by the decision to purchase
Mixue products. This research used a quantitative method by distributing
questionnaires to 100 respondents who had purchased Mixue in the city of
Pelembang. The sample used was an incidental sampling technique
(accidental/accidental sampling). Data analysis uses SmartPLS 4 by evaluating the
measurement model (outer model), structural model (inner model) and hypothesis
testing. The research results show that product quality has a significant influence
on the decision to purchase Mixue products, product quality has a significant
influence on Mixue consumer satisfaction, service quality has a significant
influence on the decision to purchase Mixue products, service quality has a negative
and insignificant effect on consumer satisfaction and purchasing decisions have a
significant influence on consumer satisfaction with Mixue products.

Keywords: Consumer Satisfaction, Product Quality, Service Quality, Purchasing
Decisions
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