y Sinerei Iermational Journal of Management and Business
ST BTSN MaEs-adhld _

oy Volume, ¥, Tasue 3 Month 2024
L L UL LIHEDY %l 1 HEE

THEEFFECTOF PRODUCTOQUAITIY AND SERVICE QUALTY ON
COMEUMER SATIEFACTION MEDIATED By MIEUTE PRODIUICT FITRCHASE:
DECIEIONS
Mowva .'E!mggﬂil_ Flaimum Helmi', Herivamn 3, Iowan Sepraymda’
IFmigimh ms, BWem D d I mari b o ks, mmm@mmamm
1 8EP mph il H'.'._I.L.; ih... Dlivm s Lloaba i, P ol b iy v 'iF'-':I.'!-'-"-.H-'"-F qu_nlﬂlﬂg;mail dum!
hanzaato B oan ddrma.and 0%, irenn e playy A4 E M darma ae 210

AFSTRACT: Wi the larze sprecd of Mvose actio oxthe v o

Et'_:i'u: g .Pé':tﬂ.ﬁln?g__ AL praies: e aexer, snob o pirodel g otz o
Sapied semper F%" b mﬁﬂi a&ﬁ"ru:_at . R o0 Tb:ﬁm;!'mr g",ﬁ&:
Polliched s.h:.ﬁ-":.s ﬁfmal}a'.&r-ﬁ'ﬁ'mr g":-trrdwg:t Ry T S QAT

TR n:l:i:jﬁﬂmq- snlamied P Ey shy davmram ex oachae. Mo
_-Prqiqm. T.hsw@.qae ﬂmmew&@@m
e f o el rmwhm%&ﬂ@mn.ﬁh L
Pofssbang. The sownde el im0 safantons. sy -tk
ﬁhmmmi:"wﬁnu’ iy Dota ooadex s b et of
gLl d i . & ')
Citadon: Fahad 5.8, B oo, & 20210 Mwﬁm k:;: = m”ﬂ
3 L wrogerd, ﬁupﬁmgﬁ}' &
The Effact of Tob Smmess and Cybed oafing on e i i AN &
CI:Eu:rmiu:-nl"“n:l;n'l;rm.mm a-nEn:EaJ{I-: "'h'%" A MW&&P x W é#w it
Esmgloveet i3 The Dity of Jurabam Tinergp:  fowoime decss o Mo poodos, firvdac o mam o @ e i
Dtaznwati il Jousvel of My emextand ‘gfect on Mo erumener sowfavsoy, 1o by da i aparpoon
Bhusines s, 145, L-10 ‘nm&_pm\:ﬂﬂrﬂﬂmmg"ﬂ&winnﬂm; rempace ey
T R e M?Wm# ol AT
Formia. b i o wzane e m-rmwnjmglrﬂ'hur:
brvadpats

Eeywerls: Conmmer Sedifbefin, Srofisr Gurlis,
Servree el Puyches Decsion v Praduess,

= Thizizan open pevess articls under He
@ " CE-BY ¢l hoane

INTRODUCTION

In the cument em of g ohalimtion, $e proidinhakd competition in the eilinary busxess, partoulaily in the
'I:.:J.ru'l:lg: saator, aE I!'-.'E'.!J'I.I:Em.g TlII:i.'IﬂH,- 5]-Lu1n'.5.g i DT c:l!'in'u::m; s even xiter 'L'Iu P:utﬂ.ﬂn:i:i'_ T'ha
hevremage husiness, eapeddly the: boba dzind: market is a-sector that aendinies to evolie, P:r::-:::-rti,,z-l.g HeEer
ideps wnd dwmovaiions eiery ymar bd ceptvetive fonsuniers. However admist Giese digmmie inarket
oo fifions, l!l:l;I'I'I.II].H:IJI:I.:I'l.g and ::-:Fuﬂ:rl.g thnr market zhars, T]'L'I ]-n:],l fo 'I'J-u.-.l:u-l.g in thas J'g.'hl],l -:n:lmPet.tl:'ch
EHULTOHMEHE 18 u:tﬂ:e:s‘h.aliu.g dUHS1OMEr Hesds s Puy_Ptl.u:ﬁ.l 1eiila cu:lmu-l.un:lu.-i._lll 'I:uil.i:.tl.g ntn:l:-l.g
tTelad onsldpomith them. Indonema 3= the lomgest marke tfor hoba donds in 5 putheast fuas, m=ontiael plier
in thizindustry Ix 2021 the bohs donh marketin Indonssia wasesimatad to reacivi L bili CELE :q_u:i.'uﬁlﬂ-l.t
t¢ Bp 20,74 tillion The market share of bobe duinls in b do nedia rerches 43, 7% of the il boha dnnk
marle tin Southesstfma . Wheue, andee gream and frash beverage hrand from Clong, has growo rapidly in
Indoned§ il udngin the dty of Palembang . Since i fitst Sarchise wes Dmched 1 Bandine, Visss

| Samergi Teternafiosal fonrwal of Muiasemesit and Erimmess



THE EFTECT OF FRODUCT QUALITY AND SERVICE GUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Move fngsel 1, Sulaiiran Helmi', Harfantol, Ien Septayls

T 2 20, e fns ql!l:i:]'r.'ig,r aypande d s preserce aorom the oty The brands oroeth has
been fitsled by its affordable ‘piiué'= and st Eucialme&ja plerencs, nakine it @ favonts amons
COTEHINELS, sspac i Iy i urtancerters. In Palenibang, iz opete AT 5t Shre P20 22, mrdits
mpid e:q:-arlsn:-nlu_. beehrnotable Despite the brands swoes, the earpetive mnne of the
betrase Market, mith vevwrermant and ewolvils corsurer 1astas, pesents onroms challeyees
Thi mseawh airs tosharpen the undetstinding of Rowr cionsioret prefereroes 3 Palembane
mitverce. the suces of boba  drmls; Pi:t‘l:l:l:l]ﬁ.‘t‘].’_nlf ooy o hifmes smatesies i prome
dyachin=hingi and s torvier engigervent Tt dadll explore thi affactireness of digia] ratheting and
sociil medn bl ding band nsamness and Iotalty, and howr hifme"s cormpetitiee soateges
emabk tostEnd owt i crnur-iadma.f}te‘phc& By evalmting these fctors, this 5§ty wrll offer
fresh Drmights into the dpmuics of the beba dunk ket n Falewbaye, conbibutmg 1o, the
brader dsconse on Banchne Srowih md ¢ st belavior in Indoresas besaams mdbstiy,
i E.ﬂ}m,_,uﬁ. etal, E-I:I:IE-.I [ "Lamsati EI:I:IJ-J 15 Falhmaiati =tal, 20 [ Aoonma et
A, M2 (hogels 20221 (Sagehs 2T (Ramada, mﬁ::;. | Svhimto CBcOetavia, 2021
Ernaunti 2019 [ Fann etdl, L"IIE:-|

METHO

Tha l'ES-E!IIE]'I. mEthio ﬂ.l!ll:lg:ll ume il N this mﬂ:,- all::lP'ls 1J11.|.!L'n‘h.'lnt‘l.n! H.PF:I‘I:IH.L']'I? T En:l:E'ulutﬂhm . 51.1.|.|1]|I
izpet videw All 5 pms cme T 1who have b owzht Misus P:nﬂ.ﬂch:tn'ﬂﬂ! =ty rfI"llﬂI'l.'h:::g 'T'hr_:a.mThng trehmigus
:u.-:ﬂ h}i&rm@sﬁdsﬂ:ﬂl&g tecludgue dn a-sampling :I'I'I,,I'I‘JI.:II.]. that is cami=f out by collecting data from
intimdnals. of cl'hj:e‘l: that are gyailahle 'I::,l dhates prine dé nmladd dve Surtahle psd s owige o f dnts n.e-emﬂ:u-lg
toshatic neaded wrtho speafic planying or amphine =1:mt|:g'_.ﬂ. Tlap =um phia e te2 }un.q_u.eumz'l.'r.u mnaka
it iEamier o Wk :a.mIlles hecausd e swwmbez of oensumer= s b ianf TrE o i ulJ-::-me. #r danHat ha
d.ntemm-t.:d. Frecanss the winmher etfurlula.unnis uAakieEn E.nu:-n.te_:t, 'I:.:Ig:!l:'l-l_ ."..HJ'I'I.'PIE meglls i‘hl.f.l-ﬂ: mﬂ:,-
using the Lameshow fommls, From the resls ofthe- -:al-:'llat.l;lz-l, itizdoemaen Blatthd dumber of smoples
nesdedin this' studyiz- 00 1 rezpondants. Hau.:m::l the sam ple A rousiled v 100 tes ondants ih order
0 makez iteamer o calruloe in monamne dam Intos study, the dam anabpusuze diven iy | [Gunasan ot
il 2023 [ Hug 8 Moedtisan | 2023 sqfuweSaar PL0 - oudes Sl [P ried L S
iused te west the pelattonship betwesn vanahles, Smart-FLS & used wddeh has the ity i st S
mo delu-hoth fd:r:rrl.a.t'l.rc and refle otive Tha. Smart-FPLE can text diffeyent Types ofindeatdr’ measiement
soales in e :I:I-Lj.c :rrl.u.lﬂ.n-_l mHd T I11,l:|'|!!| n :rr_'l.a.tl.'l.rr_'l.],l small Humhbear of smPL::I for a.1-|.l11,u.: riffarent 'l'_l,Te-
sonles sl ax dates oy b sanley wwd Likery 2an he testedin e m-Lﬂ.e modal & m o cmrlc:-cmeﬂ-md.
than e ycssi.n:u or III.'I‘J'I. a.'ual:,u's because ifiwrolres the o onstoton of measyremeant models mod struotr sl
mp dals ZEN Al piee testing af'comples and aen-hee arrelat st=hips he toean variakilas Tteanalss he seen
ms.g o omination of :n:g;r:s::.:l:ﬂ. a.Hal],u: andfaator a.nal:,u_ In 5EM there are thres :ctmtesﬂuta.re -n:.r:':.:ﬂ.
out Smultoneously checking the validity an d Teliatility of the insoument through o |:I:F|.'E.1'.|11.a.tl:l:r_|,l ‘fadtor
a:mljn:_, 'I:s:li:n.g the =elatip :-|.-'.]-|1P heteeen vannhles ﬂuﬂug]-; _'Ela:rJ-L uuljm:g, snd. n:l-Lﬂ:L:-l.g i sonhle modst for
Imﬂi-:'ﬁ.'n:ln PO ozes wifh strustuml mo gel a.;ua.'l.],m axi ug.r:ﬂn:ln Measurament models =re u==d to
elraliuats | the 1.raﬁ.ﬂ:i.1.'_l|l and -.lahﬂi'l:,l of Amrrimidztion, eigle structuml models  daserihe ]-L],T othatiapl
Tel nd oxeld px Tha: use of smtizucal =ofnaane 2an make SEM anzlyds samer Cumesdly severl smhstioal
sofrearsis availahle to perform S ansl v Swol wli v Tisyel AMOS, anid Smart PLE. Tana P:n:u'.essiJ-LgiJ{
thox srody ukes (SEM) with. (Halom, 2004 [Helmeetal, 0M:  Setmpii  etal, 2032 20205 (Herman
]:?]'.a],u S+ 20N |: vl diah: etsl. 'E-E'E-_’] |.. 5'|:III1]|H:H. ; EIIIE-E_J |: 'I'J:'I.'.'.L],m. stal, E-EI:E-I‘_J [?3;.&11.5
Sholeh 8= Tuske , 20ZY) .I.-E'rjnm:&m'.:'m:s?m method usinr the FIS J Tograni 'I']'u: FLS apphieation,
anslymisis came doutin three smoes Meéasurameant Mo del Soal v s (orde wode), Struetiral Mo del Esluation
(D Made) s Elypothiess 'I':-rti.'rl.g-

Research Locatiom
Muiae mithe oty o Falenbrang.

7| Sirarg brternational Fouwrmal of Manazement and Pusinass:



THE EFFTECT OF FRODUCT QUALITY AND SERVICE OUALITY ON
CON SUMEFR SATISFACTION MEDIATED BY MIXUE FRODT CT
FURCHAXE DE (XEIDNE

Mo nggeh ], Sulaiitan Heln', Hargantad, Twin Septuuls”

=jiEpie B gealeiliaeng o

= 1 b i .~ ———— e

Figae | Divioibnisien of WMasne Onilet Bramtbes fu Falembaes Ciry

Tabk L Variatle Operations

i1 :E"ruﬂ:l.l:-:‘t gudiys | Froduetgielieis de w:n]laﬂ::ﬁ'n:l:c oia I, Bérformmos
| profuet pxzendce that meileck oot dod o 2. Frodwt Eutures

| M A ITE uf-i-m.u Irnmhn:u}rm.l:r'h'l.li‘.n;ﬂﬂ- bix. Rehabipr ar hhﬂih.‘ﬁl:l |
| Il:r'aﬂ.u:“t prasndie, as welas how Lo ﬂu.m.ﬂr | 4 Do enitie: ey
| man be i 6 0amati B B M, 2020 & Efli- “an g s

. i I s s T, 20215
| by of enace q_'l.lﬂq,rm ™ 'I'.I'l u.'lil:.'!,r n-fm:rl.u.u: 1 qu{p.l:aill.l;l.ﬁu-lﬂ
| sEndea (00 | providers to provifde sendess thet amin % Fehahline

nocordawes with crtomer nee e mol desines, m 0 3 F.ll:pl!lhﬂl.llhﬂl
well as this ability 0 mastustomer scpectations. 4 Chemanes

apmopEatdy Makmal, 20260, . Empatiyr
I | flakdmamad etal, 2023
o | Consmes I En:l:ruu:n'l.ﬂ' :.u.i.':ﬁ:ﬂ.m:u. '&:.Eudu‘i.mﬂnt J. I':I-.-m]l-!mmur
i:lﬂqﬁu‘ﬂ.ﬂnm ||1|!n-l1.|:|:|1.|-_1=-111.:J-a: of fhe performanss or rerulte 1 eTile
| pfa productafter biing ¢ empared to fhar & Alisnmextunth
i expectniose . Thir mp resiltin feelivern. of 2xpastaiot
| vatisfagiin ar disappuintinest, depasctioes oy | 3 Bughack idtent
| the mcterd to wieh the produck meets on 4 E&l@u;-t‘a
i ErcEed oo umar e protmtion.  |fuokge, " yed ommmeacd _
| LAwAH 8 e brakts,
W01 by éﬁ?;w :
T4 [ Pumdhase & Fuichme detonis aitep when bya nyer | L. Frohlem imradwtion
dericion @ Toaguin 1I|1|J1!.'|:|:|1 l.n:l-l.-:]-l.u u.n!u.i]a,r duil'l.m:tcﬂ. & Irq!'m:n.'liuh: fean i
' | thr mprhproduet 1eleeion lnde d mothefrHeeds | 3 Eudushon of
sndfinan-sl abiline tp purehE e it Gaometd, L1 TIE
20215 4, Pumbase dsssion
’ B Foet-gurclase hehaior
I [— | |Edtean et 3l 2020
Kome - Proceges: Doy, 20504

3 | Sirarg brternational Fouwrnal of Manazement and Pusinass:



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Mo Anggeh 1, Sulaiivan Helmi' Harfantod , Tn Septunds’

BEESULTAND DISCUSSTON

I'h-:n:l-tﬂu-:t.'rlg this Teseamh, several Emitations became appare ki, wiich help £d refine anid sharpen
the ol eetivies of tha atidy The Pn:na:'_l,lhmt::h.dﬂ:muﬂhtﬂcﬂ.m related to the Semographic data of the
:n:sPunﬂ.c:H.i; T]'I.l 5-_1'r|.I|11 mre, -:ﬂ:-r:p:ﬂ.u.g pf 100 I::.'anl.’-::rrtq, 1EEs- Il:r:li:nma:tﬂ:,l-:]!:ucﬂ. toEard POLHTEr
intividuals ik Gi0E of J'::.Pu:lll.’cut faliny ithin the age moge of 17225 peams. This age Hstnbution
i xbe s that the ma oaty of Niiswe enuw;s:mf'ﬂem'h:.ng are youns gdubts, primerly studants, whisk
:rrl.u.:,l ot ru]l:,- Tepresent the hrosder o onmumer markat that indludss 1:'.r|:l:r]-u.11.5 P:rl:lﬁ:mn:l:ﬁ.ul- or okder aire
7 ups ﬁﬂ.ﬂ:.m'hu]l:_,!. T cfre=porie nie i dentifia § ax studasts, winel o ouldinflussos the findins, as this
fdzm pzrphic texdsti haord ﬂ:ﬁ:mechmghchmnﬁ. mativations; o prefarepces compargd to atder
£ OMEUMET FIOUPE. Sorothe Hm mtion selates to ths gender dismibul on orf tha :n::.Iu?H.ﬂ.:nE pdieae G0 S ueTe
femals anil 3% male. Tlay mender di:'im:i‘lg,l Tugzests that the tudy may daproport onatedy refloot the
Ilrcfuﬂ.-::' of femal e 2 onsumars wchod te 5l to. Brro T serdt :'u:lu:lﬂszmﬂ.'hﬂ::a.g:! suchasice dream and hoba
tiem, ek are Ml *s moin pro doam. m'ﬂ'].l tldx ﬂiyls veith the  ohss ryan on that whomeh aim Trtn:l:n:]ﬂﬂ}l 1
::Fg oy sizeetitemsit m;.],lh:u'l:l.'t, he: g:m::l:l]:l:.':.:.hﬂ:.r_l,- n’-fﬂu "ﬁ!lﬂ:l.ﬂ.? to the :ITLI].E B |:II|1.|1111:|:|:|-|, LT mJ.g]-Lti'l.aJ.ru
diffe reit o dudt Il:refc!n: i u:l"p_'u.'rr_'h.m.'rl.g_ fiehauors More'mer, the :rn.a] |:|:|11.j|| uf Te=p oridents had i Inst
e ducationlerel of Jazh sehool H5%0) |.t|_||:; 'I'.'I-l.l.'r.]'rfi.;l;uui 2 OHEUMET baze islorgel y made up of studens.
O3 yrlne Aadult wwith-a Fmited 'I:u.ﬂ.g‘e't ﬂn_:r_'l:-:.u_'luu fEgth Tefiow 1uets Pnn:l.'rl.g stnt-g],!, igineh offers
a.ﬁb:rﬂ.a.'hlr_' Im:lﬂ.u.Lﬂ attanti e @ huﬂ.ga!—-!nﬂmm CONURETS, J.'l igrlaaks @ther El‘h‘.‘l‘ltl.ﬂ] g iEtdmer
s aments such s ua:r]-l.:ﬁg professionals oz '.Eurpﬂu ur]q,n:l- mizht ]ﬂ.u; ﬂilﬁdn::rl:l: spending -:a.r-a.-n.tq' l,:H:ll
prodat :'-:Ilcc'hrﬁ.u:.. Ayl i eoally, the seseareh o elmed un FITL‘III.IT_III dmm fram & relaftely zmall sa:n.]:lc in
Falemb ang, wdach m:,ln:lt captuse: the full hreadth a‘ﬂrﬁxu-ﬁmtamur hane i lﬂ-un:ugn:u of1ndonssia.
Tia= wa aga.P]-n.-:l Bimitation restiats dle = apiE dfﬂ-l.:':ﬁ.ﬂ-lﬂi@: anlimay ot a.-:l-!!l.lntr_'l],l teflant br sxd=T mathet
tends dmather izsie wias the rebianes gn |1|'_'.|::|1Fu.1r: tdata, uﬂm':]-l. _'Hml.lj.i.r_'. waluathl= :I.!:ng'l Eimls FansumeET
shameteristies hut may ot delua ﬂ.:i:El],l into the reasons 'I:i:]-n'!r.i |:||:|'.|-|.'li.1'r|.|::r PrEferanaen milt.'l.ﬂﬂ.p:-::!_ iy
hrand lﬁﬁal‘h_,l. Base [l o3t these Kmitati o tis feseamah :l]:ljl:-:t'l.l::l ann he Sharjensd fa-addmss the3 denfifzed
gaps Fuhue researak e mild sxpand the sampla m2e toinslude 3 moTe Mmeme Ige TOgE And secnpan ennl
fha.u}i:gz'rmﬂ&_, ansuniny that the date captures a broader spectrum of Misur conswmers Tt oyl d=o be
hemeficidl to senduct in-depth qualitaties mseamh, such as intenneuws o fozus Jroupn, e t:-i'Eli:rc tha
et ons ged. Im::ﬁ::e-ﬂ.-::: of ditferant 0 ONSUTLET SETmAnts 1H Freater el le Lﬂ.lﬁ'r:r.nm.g tha=e
HEmitztrons, the research can prowvids more -mmP:n:h:H:n: insphts into- the factom l.'l:l'luﬂ.'H.F fhe miooesz of
Trfixue' o Pulm'h.l.rl.g and oifer & more nmneed undemtanding : of o croumer belnd grin the hroafer
Indonesm market

1. Feapexdenty by Gendes

Eirnoe X Weapo mlent Dharer re oateo Ty Gender
Fowice Frmwery Dodia, 4024
2 Wespendenm bydee

4 | Sirarg brternationa] Fournal of FManazement and Pusinass:



THE EFFTECT OF FRODUCT QUALITY AND SERVICE OUALITY ON
CON SUMEFR SATISFACTION MEDIATED BY MIXUE FRODT CT
FURCHAXE DE (XEIDNE

Mo nggeh ], Sulaiitan Heln', Hargantad, Twin Septuuls”

Fignre } Chazartermts cfzenponleny Tnyaye:

iwﬂ'ﬁ-a'ﬁﬂd:l;.‘ﬁ.'k
b, Fespendents Based on Lo t Bl neatinn

B @y I wil

Figaze 4 Chamectesimtios +f respindents baved +n bt edaessien

Temear Pwug‘ Ergdg, a2

¥ Rexponioots By Job

Wl — =

# =

[y T—

Firore 5. Fapondent Characte datics by Job

T fms-:l-_l' BT B e e

S | Sinarg Duternational Fowrmal of Manazement and Businass:



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Move fngsel 1, Sulaiiran Helmi', Harfantol, Ien Septayls

TzbEk I Feapopdesn' v wers o Foduno Dok Variable

Ddiantds Dot amoey Sequeney | Sebie Il Capmin

I S (5 Tl 0 O AT ol Wit |
Tfeel that Micwe II:I'I:I dusts 21 q_u.u]:.tlll ] PR . | éd 2 iR L] a8
B ciustn and in aogordance with the
JET A e ol . 1l S IR INuyvu E— E—
i provides produats with & e & %7 a7 0 500 ()
vaz s d aver adants that st my

. e productnhane pro dodt guslity & 1 @ e 20 RTa am 7
mn il durahihity pes oy dizcr to teir

y I my epiwion Fixs produs Tiatw i 1 | = i C 1% 500 )
atfractiing paskasing and am uﬂy |

I n:-:'nﬁ-n::ﬂ'h:,l g:l:l_!Pﬂ.'hllE ja. % M| 2 I 1 _ { I _
[ bouzht Mixus 570 duch heaause of g & i 0 e 500 063
their 7 oo d rep untion 10 the eyes-of |

. the public ! SR —— L | I
| #verame 52 e L kE | seld "ﬂ:ﬁ :"ﬂ'? 2.4 300 1 TN

.FlJ-F?'I:' Dhrtr Peagms e, 124

Seedn fble L Tt =howus that of fhe five dxdicators for the soerall produet gunfify venzhle itisin
the gurlﬁ. anteria-asrthan BAETRTE S 0T af Ty, Chegrall the qlul]ﬂ'_lllnf!rﬁmu ]:;n:l ﬂunEUL.“u].lm‘ﬁm.Eer,l
i gu:ln:lﬂ, E‘“P wHdents el ) gemEss tha |11.n11.1.'l.l df W1 o Eu-:u‘-.l:'ﬂ.?unﬂ],l-: ‘ame & am il aiE EEgups,
Wt the ma;!:::rl.:,la:.': srdents andstudes nm. Dverall 7esp ot i ga:l.:j.-ﬂl. pamrz=ment af the guality
of KExue products were those who apprediated the comination o tasts pase sleanfines) produst
inslovation, anl smis@etory serwce. Misus has mataged to meet oonmuomar expesfation . and treat a
pleasant ¢ xperimite sveny ms they =t

Tabk } Ferprodents' Ammwen o Service Dealby Vasiahles

Indestar ;ﬂ:rl l.'u:m:l:.ﬂ': {I:I.I::I'I.I::II Feam hixx : Cap |
ES i n e s e iEEss b Bl |

T i:mrll:lyﬂ:u havea neaat & 1 1 35 o5 $05 SO0 LG

| =nd eleanappramnce | IR - i i BNV IR L I e
bfivua e mpl ogees ate III.I:I.E]'i 1:|:| & 2 3 LT 404 a0 | BOE

| e plane . | N NN I SIS NV S (N I —
]'r'l.'n-u.l.n:::rrqlll.'_l,r_csm I1'I.I:I.|:]'I ta i e 3 54- b 402 oo | Sce
espoad o 2 requast from

¢ OHSUMETE { . | § i )
Wi ue.e mpl nyess prow ds % T3 M 3 e Wil | F1E

s inifarmat pndnz clear mid easy

to-undertand mannes | . ! { ! i

]'-'E:-:un: :mPln:l'_l,l:rs E':I'lﬂ.i.'l.l.t_llll.'ll o 1 10 54 Pl 390 00 ¥ya
| u.uﬂ.n:_m_‘h::uﬂu.g_ﬂnn_-ru:!'u.::r desives | | ! ! | | i

Sveraze ' | & Bk 2 | Ja% )bl W § SO0 | Sel |

e Procase Do, 004
T i tabls A shawe-thiat of the Hie fiiic ators fos the aieral =enies uality vanable dtis at the
g_l:lﬂlﬂ. anteria-sgth an RVETRZ 2.5 078 pf GETH, Chprall the q_m]:i:r_lg of Mixte's saroae i:r:"PaJ.i:m'I:i.u-Lg'll"i'l:,l:i.n'

| Sinarg brternational Fouwrmal of Manazement and Pusinass:



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Mo Anggeh 1, Sulaiivan Helmi' Harfantod , Tn Septunds’

g_l:lllj:, I!EII-lnﬂ.l'_'l'l.‘E asihi i l.gl;ll;lﬂ.-u:l::a.m ant of Mocie's seniss I]_'I.I.ﬂ]:l‘l'_lll are 'I]-Ll_sue L14} aIan:d.u.tc thas
fiendliness; speel, Joroule dre of the staff, sleanbiness of the ouflet, and gond wesponse to fredback &
PIehsa.'ut an i orsiste et s T e :h:P:ii.::ru:: makes consumeis feal =afinfis dosnd ]'IEI!II -:.|:I:|'r|:i.1-|.g Tkt Pefid e,

Table '!--lup.'nﬂr_m'..ﬁ:lﬂwul to the Varimbks o f Commomet Sats :Iir_'l:inn

Toi A abitoy S pre gHswey B jueaney Saoie B T 1) Capain
e RATITE R e i e |
Sl satiafie § bugping Wixus B 1 2 #6420 418 SO0 .
P;|'|:|_|1'u.-:1: Desaime itis :a:_l,l:i,:n.

oydering and paymant . . — _—

The profuem gromded by & 2 | 6 35 | 2 5RE S ™
Mwue areintine with my

| EdpEd TN 0 I, _l b | i .

Tm ivtereste din hack = & i p A 40 1z a0 49
e produet> 0 SHE TR ST SR .
1agrond d 7o c ommend Mixus =3 i I F |5I:I" _-2.7 ki S T"':H
P”'lwmt" i heis . AT A R N o
ez R IR TR T R T A N CER

o Bk, i N2

Sie ininhle 4. T ahowes that of 1l f..l"n:rinﬂ:i.utﬁln"l‘ﬁr'r..li.i ove mal l:u:l:.:m'n:u.rsel.ﬂﬂaiﬂ..ul mutiahle it
man-good anitenn math o avemze 52oTe dE 5195, It st he onclue d that sespondants wha ars mtigheil
i th M ave those win a.Hl:re-::l.a.‘h- tha st J4f the pra dunt u.ffu-:_lh"hil.e praas, ;-J#ll saritae, kleadinas
and sanienisnee of the sufley and ¢ontisounus produst uniatm.{'m Capmiztent podiie soped snoes make
them frel satisfid 4 and hecome Loyl customers df Il s

Tabk 5. Feyponiermn ' Answen to Porchare Decai s Vb ks

f:li.ﬁr_l.tn:r fm:l:rlul:u:r ﬁ'ciu.umy 5-:1:!1:[ '.'.1.:-c EI.:E.I:I.:I'L
Y e 5 4
1 1 ] : " 1 " 4 i b I-E ﬂ vm 1
I biought Wiwus producs hecauss :H-qu E 1 o 57 25 el s00 TE
&1 my needs | } : : { | i i
Tl find puf the favor 1.r.'.|.1il:|-|.13 of o i a &7 25 4032 S08 a0
J'r'EJl:'Lu: '|:r:r|:|!!:'|.|;-:':lr_. '|:|Ef|:|:|: '|:|1.L . . ! ! I || R || S 1T
I decided 2o huy Mfius Ilru:lﬂ.n:'ls 100c 1 14 32 > = el a4
gum}umg,mﬂt pther '!.'ITL‘I].H.'I'ETE duaits . { . | | | |
I'hughet Teficus pr odoaw: our of my & 3 1 44 45 | 4id | . 5OD S 2
auss desim
Tem satisfied with Mixuvaprodwes | & 1 1. 4% | 41 | ai4 | s00 | &%@
veraze Lge lyg | 3e | amE | 394 [30we S | Vede |

Soene Dats Progmsed, 2024

Taa iaf tatle B whowe-thiay of the e :IJ-Lﬂ:i.ea.tq:s for the premll purehase fedioon ratable, itisin
g-l:ll'lﬂ. cpiteria with mn BaEraoE =1 T pf TROG In g_em:::ﬂ, :Fsy_n:-:ﬂ.!::-n: i !i]'l.l:l'!:l'-Illilﬂ'.ﬁ.'l:l'E Plli-:]-hq:_i,:tg
i g torsards Moo ura thoss who appredate produat quality afnr datla plizey mtizfiotory =T
soxteme looation, anl sttmotive . prom oo "These fartors, alons wpth pomie ;-E:Fem!:h:ez and = omal
influsnee, engousags Jonsumers toohooze - Mi<ue as their Sverite place to exjayize areamand bohatea
dninks

7| Sirarg brternational Fouwrnal of Manazement and Pusinass:



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Mo Anggeh 1, Sulaiivan Helmi' Harfantod , Tn Septunds’

Fanlbnatiom o f fhe Weaxnrement W del {Pariher Jedely
' The mz=urerment model o7 cuthes mo delin-this s'l'ulllll ¢ onmats of 3 vefledtive measurement mo del

ke 10 the wmahles of product guality, == rides 11:|.|.a]:|.-15l_,| e R e | purchase dedisions are
TMLA AZUTE ﬂ.:n-ﬂeumrr_'l.}l 111 Fixiyetal @JEQ_, the sl undon-of the :'n:ﬂ.l-:mremmm'emuntmadﬂ wnr urth a
Loadine factos of = III.I"I:I rm?ﬂ.ﬂr mindey = 070, conbaole ddbe = 0,70 and AT =050 o gtz
an ] an dissmeimr ey mamely formel Facker, FITMT (Fiereroe My Tt helassr 0,90 anil. s

ol

E-m]:l:_::l'l Owpm Dmber ifodel

wodiie g il Saemrumt Tigre- A, 2020

Tha Cruter Model shpws howr the maiifest wariable n dhzarsed wmables sepesents the latent
sprialis to he measurad Iw: thin uml:,m.f, the mmIr_'L:Pe-:Lﬁ:: u{ﬂ.:l.ﬂ.e:-l.u:ﬂ.e: the Telatignslap he tuween the.
latant van aile andie ix Haar s, 'Thinindides in evalustion of the astant to wdiel these in fioators are able
to-adeumatel y end vahdly refl sctlatent consrnos. Inafidin on. the Clieer Model 5o g e that tha i ficators
have g strosg ol consistant g omelation with the latent vaziahles banes measumd, i allossing for rekiahle
s e e s anil iz el dityin the o tudy

B | Sirarg brternational Fouwrnal of Manazement and Pusinass:



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Mo Anggeh 1, Sulaiivan Helmi' Harfantod , Tn Septunds’

ATy g e Rﬂf.-ﬂ'_lul'i.l:l. Fabhfday fenerorest

Inopndue Ang ressarch, this taatis ameasure of swhether gach question prasente lin the form of a
queastiongive in ahle to répresant whatis heing researchei-In'the use of SmartPLS, the mensurement of
Comwrmed oy caria - out by mensunizer Oetber Lnden | podras s pamiay, crosshae gepa and AWVE
Tatelt Oeiber Laedinp: Coxaperste Moy basy, Oreaboch dfpa Do AYE

1 == i =1 AN

Variahle | Meamneamom | Gofuoms Dot Gurbiack | Goorpede Ay
B | Leplimp | Mg | Mexkdey
xll FPerformana= 0.5aF
XLET Prefws 0 0M0d
Pt fealer 1 g mruzay i
by i B - kR
; dummhilify | .
i Chimeenrns | 00 0150 0363 358
%LE B mMd 00
X2 Flsid: B¢ || A050T &) ' 1
eunldeHaa
ol ramey ST i T |
(Framar Qualiy) Gid Tldiahitity 1551
X
v R | Amposminann | 0HED (R rt T oy
%24 Crnmantes 0,551
ER] | Emptiy T
A1 | Clyerall CnhaT
31 b L
jenpae B
famidbicdiem ¥ OHmnmese 0936
T with ' 0545 i T 1,505
(msoma |aipetmtion
qu.ﬁ:mil E O Bq,rha!-:umt iL.543
4 | Odlingadss ta | 0564
ecammeand
i | FraHem R T 5
infrodusion
Dedsion i THfmmation il gon
{ Fayns | pearch _ o onge 40 2
P rezmicm) 23 Eaalwation of (R T1E '
Thh allemiatives
Z4 Fuwdhue TORLE
dass gy '
Z5 | Fortpuchsie 0313
bebmn o

Soere ﬂmfm&jw:phd,?md

& | Sirarg brternational Fournal of Manazement and Pusinass:



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Mo Anggeh 1, Sulaiivan Helmi' Harfantod , Tn Septunds’

B Déirduine Fakfiy Te

Inepndue Ang resgarch, this testis ameamure of swhether saeh question prasents dinthe form oI 3
|11.I.|!5h-|:l':lll.1'l.ﬂ:l.1'|! i= ahld £ T emeH st iz heing feseavched In the s | pf SmanPLE, the waki ity - of ke
Drtmerrris menmire A1n ihezrisith .F::l?mﬁ'j'm:lﬂ' HIMT helowr0 00 and oo Joaey,

Tabel?, FemelLacke

0 e T R
oy rerara DeeimnZ) | Fageducen/¥) | Qualy Ul | Qualiy (02)
2} B |
!-.Ef-l?é_ﬂ A e |
I;;::::: .. opfe| ‘_Ij'.';g-.'_'j'g | n.-u'.-:. |
1 !13; l:l.-'l"}Fh_ o _UF.H;__ !:l.'E-'L'-i | 0 053 :

Soere Dmfm%-iw:phd,?iﬂd

Eaml it dn df Hix 1.la]:|.|!:|.t_||l df =onminatow wapds fe ha doane h:llln:l aﬁ:lg 2t tha Farhell anidlacker
snwaiz VaHdty of i rimination 15 a Fom of malirioen te dnfwe that vanahles are thesmetirally diffs ant
and empincally praven I&'Ia.ts'h.cu]l:,l teghed P he formell atd Inclien oriteris ue :ﬂ-Lu.t the frat of the 1mnahle
HVEds greater than e comelation betugen fe wrinble s {The fnmdsal- valtizis the 1 oot i the hﬁﬁ azials
the other vmlus mbenes the comeanon | The Brgeog : m-‘l.mﬁh thana ropt AVE (L9011 amalley than
it=ie drrelad on rth ::m.ﬂ'mﬁwﬂ@ e, emalle thait {150 cdralata i aaith ‘H.EW-Emﬂﬁ |__|l'l.'€'¢l3:fu.1-|.ﬂ.
onaller thaw im cprmelation th Sewace Craley |:_|'.'l.'§"'|'.'j Thers meults sl thas the nalidity af the
.ﬂu-::u:rmutn:l::y yazinkle pf the purchass dsszionis xot met "['lrl.t;J the iR il oy wf prpiluet gualivy |_'_1"n:l.£m:¢
e ham A AVE 1o 0t {0927 smallar than the <omélation iith InmEn.ﬂﬂ' FESSTY mde R means that
thre ramult shoasx that the 1.!:]:|.E.1:j,l of the Tixa daiot q_n.ﬂ.u.j- Tarmhls ﬂ:s-:munaﬁmn_.nm:met Frlasnieddle, tha
smriable s Custormia _'-'mé_.f::n:éwud. Servide Oewe show fhat the validity of the dmriminatito in flillad
heeause the raat whie of AT E s greater than the forrElation

Furtharm ore, to see.the smlus of FII AT [F2emere Monstrox Roed) 15 smid to bz vmbd of the valus
i hil gir0 0 £or sank Tasakla, B meoalis of the HTWT analycs dan he meepin the followins tble

Tabeld HTMT iFrterrbns Mo fad Bats

Forchane 0 A e §:
Dechicn Sathfacticn Freduct
iy fesicmm Firaly.

Decaan) | Fassdosia) |
Fovinx DecEan | |
Ciartoame : St o aosy | |
...PI‘I.E:HIct -q- = o l &
P act Qakiy) | e | ‘
D'H]i'!,i'tlfStll.l'.-I:i-
Fevice Guakon) VR | (87 | TP |

Fore Dwfrﬂﬂ@_ﬂ'ﬁq@&d 2004

10 | Sinerg Ditersational Tousmal of Manaremant and Pusines=



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Mo Anggeh 1, Sulaiivan Helmi' Harfantod , Tn Septunds’

L Mliﬂi.g o Hairetal 20017 recomms nﬂia.g,H'I']'r‘['I' herause s measire of walid tyise onel dese d
LT 5¢:|-|_-11:l.1.r|: AT Acdurate J.:I'I. ﬂ.etcetmg tHe. 1.l=1|.ﬂ:|.1.'_|,| of thsenmination The veq ommends @ ialus i ig. =S 080
Biadedt on tble'S  Ab ove -t eao ha sean that'the reatlta of the BT WY walur-= h otk that the FERAT weliie =
ah gwe (L9 for the: vanable par, then 'I'Ju'l.mhd:.t;,l-uf disenminaton s s d o have 1ot heen acknavad or Hot
mat
0. Analini Wod e 18 trokiosad {Tnees JMHodeD
I the I1-|:|-|.|:r hodel anglyeie 1un svnluate the strenrth of the :I'|'_'|J.1;|.|:IJ'I.'.:]'I:I.P Hebman Intant variatiles
o # dhstruote. This studyevalustes the renilis o e Insar Fiodel by 'Fa],i‘.rlg attentlon to. the vmlues dfF-
squuare; Ee Sope (Fryuare ) and Crequame
1. Wagnamn
F:squaze 1n-Hamar :l::grzmh LT LT 1.u.g:rn.'l'u.ﬂ_ of cﬂ.ﬂ:n.gcnf'us 'ua:ialllu zan he explmned 'h:,l
30 MEwous mihlﬂu F-s guare tpml,l'mtcm..
*  Hthe Eomlue =087, than [ti8 catel rive 4 pe subsiurifisl.
*  IHthe BE¥waliues = 111-} 'ﬂﬂ]tlthﬂtﬂgﬂm ﬂ.l.lﬂ!.p'ﬂ.c:rl.‘h: Jmon deratel,
. If:r.'h..:E’wlue L, 'Fir_t:l:.hu.t.sﬁmhs I-E'IJ\

Tabk L F-Sgnare

Ragroe || Poagnme admied
| Poamy Decsaen idn]ir L
| Cotomer Fitsfction 0511 R

i — J:pu'a?:ﬂ:.:;'mﬂdﬂw 4 2004

Easzd on Tuhle 9 the Frxqure adiusted valus £or ﬂt':"ﬂllr_l_.l.:-l.g' Doweleton sndatle 5 00006 'Tlds
ixfieats s diat the l.m:l.n'hlﬂ rfT:nﬂ.u-:t quality-and sarides quabiyare ahle 3¢ explatn the vatizhles .g"l:-E\-

By Dﬁﬂmhy O, S0t sanche #oseludad 'I:J-La.t the. m el i= o oxpcidereil: s M eanuidle, the B~
aquare adjusted value ofoustomsy satisfotion wes 00000 This ahoion thatthe saridliled of pro et gualit,
== rvize quality, xid purchess dadis onsoan explain the wmmiable of sustomersatizfaaton ;:;.q:mj'u:tz_ﬁ'm.@.
T Sn Thos, thampdel is:apnsidared to have great poiser

Y. F-Sgmare
F-squa:r:u 8 maamure of afFeonreness in-atai=ng ol analyeme, T measTe !I-uJ.P: mzem howrmach
e oo ftihution u:ri.TrLPa.ct af:mﬂ.epenﬂ.en*t wanables gn deperdent wanables in e strusturl madel F-
square eendiionsferitens
*  Ifthe value of F2=(25 is mubstantial
&  Ifths valus of F2=0.15 i= mofemate fmodemte)
*  Ifthe valus of FI=002 18 jiidak ) smiall)

Tabk I J""—j"ﬂ-_nur

| TympDecdim | Cuwsomerdatnbeton |
Euvinr DecRion | | 0.2

[ Froduet Gually | T 2
Eemrice (maliy ol | 0oZ? |

Swere Dot Promsel by Fanareeds, 203

Bamed UH tahle 4 10 ah El'l.l:l. ﬁ ean he = gl-uluﬂ.l: d mm Folloans:

i Theeffeotrof PFrofuet quality o wwtomer satisfachon was (0GY o, the = feet of produst gualiny
OH ¢ OHEUmAr Satisfaet o sns e onmidete i moo derate.

11| Finerg Ditersational Tousmal of Manaremant and Business



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT

FORCHAYE TE CIEIDNS

Mo Anggeh 1, Sulaiivan Helmi' Harfantod , Tn Septunds’

2 The tﬁct n'f:erl.u.l:.: |11.|:|]11.'|_,| YA cllstumcrsa.'h_-:fa:cﬂ.anu.-lllﬁﬂ'i" ﬂ:l.l'_'l:l!fllili! the eflatdf anpiing Ilmht'_lll
o eustamear sala hun:.:ti:n:l:rmﬂ.cmﬂ. gmak

N The effeatoof pr it yinlity o the huyne Aecreipnianas 03230 Thus the indTusnee of product
q_ua]:u'_!,l aH F1.|.1'-:]-La.-:|.1-|.g demmons iy -:n:-l.-:l.ﬂ.ere'ﬂ"m derate

4. The gffect of S Ciradey o Baing Diacision uas 000 L indicatiss that fhe infAwenes. of seriioe
qlua]:l‘t'l_,l un Pmuha.-:img deém=tpns o ¢ onsi i e dieak

5; 'I'.'I-l.: mtflusrice. 0F Bmerp Demgow on, Clustomer Satisfarion of 0.230 shows thay tas-anfueses i
m i derata:

I T Hypopiaxd

‘Bamedon the preigs u:ma]:hli; the resulis i the hoypothesis can be seen T nes the walue srremils

of the hoypothesds inothiz study stis mvluinte | Hased: oy fFumisfical and p-ualue wmlues. T hix hyp othemiz i
a.-:-:cptn'hlz if the B -imlue = III.I:I'_IJ.htﬂ:Lca.‘h}* 2 5 uficiantle el nf:ui-t;m.ﬁ-:aa-l.-:c In ﬂ'ﬂ.ﬁ'ﬂ‘hlﬂ.}!. the-inf ueaee that
pecurs i he seen from the ialng dn the Betch Ebf}ﬁ'mhﬂc whio h iz i ﬂuﬁmt:r%mfg...:-:mm of
Smar®Pls In 'H'I:I..'-.Etl.Lﬂ.H, thaze' mmﬂ:ql.u,l;ﬂ.cnj 1.r|:|:|:|.a'l:|1r_!_ Aependent varables, mud inie nesdng wriahles.
Fhe yewtilis ofthe dirgotinTusnes ot cufhe Sooniw the fn]lu'l.u:rL;_.I:llll.l,'_

g e el Sortrad Jxecl L ARG L
sargplls m Aerintem :l'ﬁ.rs'ﬂ.'f::fu Fobys | hfemie
. GITEN) S
Brda e gealmil) ) Ml
Hi .= Bemns LR 621 w1 | 4007 i | Szt
Traman(T ) |
| Brdam fealr "
HIl %)= Groiviows BiA1s 313 0135 i 146 | vl | Siznfiln
e ] = =i =
oo CuBy{X) - :
H3 = Femne Dioition ANl 0, 43h 0.1:-1I 23y WL | Sagwdilo
. S | i s
TR S v _ | ! Beirifisnut
Hf = Crowun B RS INE i1be | 1045 iy7
B .ol . S |
Fomne Meaxden 2%
HY = Gerroam i.4Th 470 141 | e i fim Samfilam

g D P g 'E-"' .F.-ufu'.':l:i.'L_'-' Sud

Frem the reanly of the annkaw, & mconchol el that

1.

The Edffeat of Product Cuality on Purchase Trecizions df Mlixue produet" from the resiilts of the
anilysin o wdw wrd predoud y skt thay T valies =005, THe mexns that the jesemmhimo dal
=hpuma Ims:.tnrc ixflusnee Debesen pa cdmat n'l:n]:.t'_l,l E;F-ﬂ;] oM P'l.u'-c]ﬁ:-l: dedi=ons |‘E..':|. az =siited 'I:],l
the ae ceptande of HL. Thizsizsuppoeited bya path ¢ oe'fioie st value of 0630 and o p-val ue o 0000
The Effect of Produet Chahty o C onumer Jansfacfion of Mixus products” from the results of
:H-I_-z.l-l.a.],ls'.-s'c DJI:II.'I.:-:‘I:Eﬂ.P:I‘E".ﬁ.E-'I.E].:,I chiowse i thist th= P"l.mllu:l"i 005, thuy the Tepar clmadsl showe i
a. P.!:'mrz 1nf uEHoe heteeEn pEe duat q_ll:]:.:;l_,l and e prtwme ryaticfaotion, ik v re e te il 15 the
recﬂPt af H2: 'I'J-n..'.a,s Sunp d:rh:ﬂ.'h],l a.Pa.ﬂ'l. o fidant nilue of (L2315 and A -vralus o0 TN

The Effest of Service Cluality en Furehass Diacisots of Ficue products" from the el of the
anslyaz condusted previoely shoued that § owlues = 0005 thus, the rasearch modsl zhowed g
positing anflusnes etsman wrder quality and purchase Gécisions, as shited by Ge ecmpt of B
Thiz can ke szen Som the wwlue of the path ¢ eefficeant e£0.221 amdthe pwlue e£ 0011

127 | Finerg Ditersational Tousmal of Maaremant and Pusiness



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Move fngsel 1, Sulaiiran Helmi', Harfantol, Ien Septayls

§ The Effeet of Senone q:l.l.ﬂhﬂ‘ll o pmmiomer Satizfaction of Wi produes" fram the sl of
ths :,:H.alg,:i.z i,'.l:l:l'!.ﬂ.u!t d P:‘E'l.l:i.n:l_tl,:i:,l shpaie - that F imlues = (LOS means that the sésearale-mo del
betueen the influsnce of sermoe quatity (F27) dnoonsumer stisfacton (1) i negative LHi !réj:-:t:‘ﬁ_]
Tlir 2an he sged fram the 1.!:111_ ar tha Pa.'r.'l-l. coetiment of 0,160 50th & P umlue of QA7 uﬂ-n.-:!l-l.:l:
grEatez thax 0 I:I_'i ' i e s|.|11= o B sru.r‘_zll =l agethet sermaes mhijl]-tas :I:J'I.EF.‘I:L'I.I'E and ul::.g;-n.i-:mt
inHusEes o8 sHsumET Stisfao iR

G The effactof purthase dedis ons onhibawe produeta oasumey :auﬁ.e_pun" from the esuliz-of the
anl s conduetrd pravioinly showed that powalues <0005 this, the feséarch model shoued s
pomtive infl nange heteeen puro Hese decimos |:_El] wad ¢ ohmom ey ertisfactiod (), xs s iy the
agae plende-of FIS Thizi= supported by a path coafident velue of G473 and = Pl o £0L 000,

CONCLUSION

Basef on the remults of the tesémnk and discwodon §f The problem fo rmulation wrth calodag o
un.gSma:ﬂ’LS 4= hoined that F594 wan rij'u-:t:.ﬂ, HLHZ I'ﬁ anA 15 i shourd thatthere wwas a o ficant
infl uEnee b etanen prd dustt ql'u.u]i:l'lll o AN deerimi o 40 Ilqu:]'l.H: Ilia e Ilml!.w!t Im vthet words it can he
condlude d that ths |11.|.a]11.j,| o thie Il:rulqult pllhnhm.t.lﬂg'i:ﬂ:qi:ls faie] rmc]-ms: decim on - af Ffixue P dants:
Thecea :H.Hﬂ:qsnﬂ tieate $idt'the hetter the q_ulﬁ'tj,l uf r]-l.n-_Il:rl:lﬂ.ué'I: P:l':b‘uﬂ.n:ﬂ. '|:|_I,| Ifiwue, the ]-u.g]-u:: the 1evel
of purchare desixions made. 'I:IIEB.HII.IJH.I!I'!'.. Il'.'!:-l.t'h.c lﬂ:.i::r]-l.anﬂ, if the guibity of the produnt flecraxes then
the purchase decigore made by Mixue g onume e il '|‘.|1'I|:I feate Aue Tan i:mP]'l.i'.L':L'EI!'!I the importnee of

ma:.:t‘laun.u.g_ wribmpr gnise produet quality do :mnm‘gﬂ biporedse d Durehanig fecisisns and consumes
s A gl 'I'.'I-Lu; aform to :.1:1.I|:r e and iHnavate S0 pr o Euet gu.a]u'_l,l sleuld Hy the main fu:l-i:.l.u Tor Mh=ue

to maintain A1 eiease Market shawe and ostoverleiahy

Sgpeetiors econmandinons For the i Lottt ufrmthar wsmrh nethods, T 5
weonetde dto ine nived metio s b corrribiriing i yoitat ree md o i thes 11:-1:-1'&.‘{:{2-5  {E=rE
1 deeper mdernndmy Addtom Iy the a ddiion of mrmabks suchas priomve. poton o, 1nd
cus torrer servics will provide 2 more conpekersive prire of ths pioelase decsion Expindine
the mnpk of Eipondetrs o diferet dies s aka i:r.‘q,-umm to Inprove tne gerensliz don of
eseaich wslilts. Lonoimidival research can be eorvdicted to tack chires in comsmreer behaviior
over time, wink futher 58 5nolambEis, such as SEM ox AMOMWA, @mn despen ince s anding
of the: mRGomships betmeen warEbls. The e of feld axpesiment amil digia b razed &t
collection tecl’:m:luﬁ will prosade more yobist and relemnt dat. Furtherresearch mn als o foois
DL FEAS TS COMETITEr leamltyy mith todE sich 2= the Cistomer Losaley Indes or Fet Prototer
Soore (MEE] to measure sats@otion and mpeat pieckase ment

REFERENCE
Argells, Do 2022kl Irdaresls Bothe proat boba-kow g caundry Insouthesaf A5l Eaedstats

Apnks, M, Husmurrafed H & Had ;A 2023 Anakas of the Irfluence of Sa e Quzlty on
Citomar Satafaction 3tCaffa Koma Banjarmazin, Soektie dournal of Bharke Bankivg Stidents
[AaPal 3|2 257314, hitps/foorargl L3 B308 M pa w3 12226

ARERE, N, & OFtavia, 0,4, (2000 |, The | rflusnas of Servise Quiatity aned Dlst fib ot o Purchaze
Baslions douriel Sf BusihesrDlrps o, 412 | /58 s faa e @03 255 fdrb iz sa g7

Badrimstakeb, & wwsks, & U |2023] Thet influepse of ward OF Mauth, Taste and Produst Tuality
anCoraumar P urchas Detlakong of Mixos 108 £ eam & Te | SLirsey an MU e Cream &
Consumers Taa |n Pandaan|, A TRABIS teurnal o f Bushiess ddmnistertion fe<foursall 9| 2|, 150~
00, g S ol fI0 2R 200 Strab s vai2. 1483

13| Sinerg Ditersational Tousmal of Manaremant and Pusines=



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Move fngsel 1, Sulaiiran Helmi', Harfantol, Ien Septayls

Edlbicor, B Kartlea T, & Arzharl, B |2020[, Axahesls of Sandde and Product Ouallty dn Purthess
Diiskans Hasua luby |

Erraveatl, 0. |201%): THE INFLUERCEOF PRODLCT -:I,I._.'.-:-'-.LI'I"H", FRCICILEET | MR AT Hh A RD
FRONMOTION O THE PLIRCHASE DECISION OF HIJACK SANDALS BANDLUNG PRODLCTS /WA
[Howrrst ol Makageast elghtsl 7L L7 https S dalkang M 10,208 27 fvm M FIL1F3

Faigl W Lubitaningsih, A f Hutam LT (2025 The influsnce of product Quislny aed Brand
Image anCopaumer Sathfartion Thrall Purhass DeslEinng a5 3n |nteree nlig VaT bk, Whnas
[ounighaf Managemant ahd Sdensel 2| 1], 426 Mips:/ dolang/ 10 3308T/ mas w8 T50

Flanl B & Rodttasan, O |2022) THE MIEDIATING ROLE OF FURCHASE DECISIONS N PRIDLCT
QUALITY. TRUST AND COMSUNER SATEFACTION OF THE SHOPEE AP PLCATION, foumal of
asozisting and BuRies Recagrak thdemetin, 2JA. e/ dolorg/ 103 2477/ ra bz W B0

EUnawah, | Dwikotlesn Sumantyd, PG Al H | 2023] SFha Bffect of Product Quality. Price and
Place Atmosphare on Coralmer Fﬁ.‘tlif,aetlc;-n In vk, Eato-mato Mays. faurdl of
Commiu sk thar ahd Sacha) Solences: i|J.| L= itk poisfedal srgfan. EI-EJ:EE,-’JF.IE.'-.ILLL 114

Haklm, L W, [2021a] Effectaf Product Quality andSerd s0us Myho n Sastorer Loya ity with
Dustomer Satlefaction sxan int2rienning \arkblss |_a.e51u.:|',l antheTirte laas Lampirg
Salitan Raglanal Campe ry |F'D.-i|'..l1|| Ecatiamnit il B Ui Aolimal afasssntineg,
Mawagemientand Rnancs, 1] 1L 4856 kit pay/ oo Lorg A0 AT I8 farcna m T wLILITA

Hakim L M. |2031h|, et of Produet O sty apd Seniee Qual i on S iatamar Levaty win b
Cuatamar Satifaction asan Intervanning Warkables [Taze Study on ke TIra 1353 Lempung
SElatan Reglonai Compary |POANI| | Eoofianit Aourmel: Bohas UEC Aot af @coou e,
Marageriant ard Firancs, 1) L], A8-56. kit pasfdolorg o 33258 smma Mt wLiL 374

Halml 5, Ssactya, o0 7, &-Franata A, [2024), The Effects of Parcelved Eqse of Liag Pafcalied
L reflmess, 4 thteds, and Trest ox Flivteck g ptlas b MEMES {pp; LO1-105|
httpa Skl org 10, 2591 557 R -50-BA ES-~102-0_1.2

HarmanDlaya, Mah |2023] The influense of Produst Quslity ardd Product Promation on Purch e
Diadkiinng Abkakts sotrrahal Communite Deriice 1]2]; 1E-24.
hitps:/foolorgl L0 2 92 %/ bhakie vLE.3053

[araaatl | O |2023). The inllusrosaf brard image price. ard prodoet &ualitean the purehises
dactkarcaf MEDe procucts Ecaram los ond B rshvess, 1-1E

Miaulkliah, £ P Surehal 508 Budlantons, B, 2023 THE IRNFLUENCE OF FACILITIES CINSERVICE
T LAALITY ARE TS TMPLICATID HS 00 CLSTO NE R SATE FACTION: 1 OLRNAL DF ECONOMING,
2|3 FIr-737, Mtps AdolomA 0SB  arara mina 8 26 375

Fakhimiswatl 3. Watyudl B Pallipl 02 Pujlat), B & Saptoao, B, [2023). THE QLWALITY OF | WE
EXPED T NSERFICESAFTER THE COMVID-13 FAND EM IS Febath. 27| 1] 133-200
Witpaz//dol argf Lo UBSA 4 5abatik v ATIL 2235

Ramadhan Fall, [2022] Bab les @ pes-li Erbdng Toning. 1-5.

14 | Sinerg - Diternational Towmal of Mandmemant and Business



THE EFTECT OF FRODUCT QUALITY AND SERVICE QUALITY ON
CON SUMER SATISFACTION MEDIATED 5Y MIXUE FRODT CT
FURCHASE OE (IEIDNE

Move fngsel 1, Sulaiiran Helmi', Harfantol, Ien Septayls

Satyadl &, Halmil: 3., Mohammaad 5,4, Blra Darm-a UL F'en:ll.:llkan, LL [20R3, Effertivarass aid
Efficianoy A tha Stats Ravanua snd Bxperdiiure: B‘u@ef Faliey Inson hsumatis: klamie
P pactive Study, SCONORIKN: il Elsarnam! Dar Susns xkant, {1
g e marnal radaninis hi-':.bd.:flr'r::lex.php.-'frbe;-mmll-.a

Satyaell B, Halml 5. Syeel 15 & Syed, M, [2022]. The Effact of internal Marketingof 1slamie Banks In
Palemi:lar'rg-'.:rt':.l ar The Joaly of Clstomar S2rvize with job SstEfsetion s Madiator
IKEINERAIKCH: Jurka) Brdwan) Diax Bl lshany, 7)1
hittpa:ffajour na Liackaninta ool rdaq p hpd (b aram a

sophvan, P 2022] The Influsrce of Drgis| Markating and Zap ke Qiality on Purehazs Dacklo g
Caapetitian : Saentiflc feuriial f Mgkhe gansenat; 1312, 295-258;
htpasfdal.arg/ 1032 E:_l:l}-jr:mpeﬂtl-;-n.u_]:.ll.qur

Tirtavaia; 5. Lubls & P B Ehall W, | 3021 | Puchase Detlalon: A5 3 Madlating Variable of the
Ralatiorahip batwaan Product Joslity aned Trust In Carauma Zatlstation sowmalof By grem
ahd Manageiert wEm st | L) 67 ht*tm_{;dam;g;m&:—.’ﬁzﬂlhm '|.'5IL.'-'L'§E-

15 | Sinerg Ditersational Tousmal of Manaremant and Pusines=



