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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis pengaruh Kualitas Produk dan Harga terhadap 

Kepuasan Pelanggan, baik secara langsung maupun melalui Keputusan Pembelian sebagai 

variabel mediasi, pada konsumen Morten Auto. Penelitian ini dilatar belakangi oleh pentingnya 

kualitas produk dan harga sebagai faktor penentu dalam membentuk keputusan pembelian dan 

kepuasan pelanggan di tengah persaingan industri otomotif yang semakin ketat. Penelitian ini 

menggunakan pendekatan kuantitatif dengan metode survei melalui penyebaran kuesioner 

kepada konsumen Morten Auto. Teknik pengambilan sampel pada penelitian ini menggunakan 

non probility sampling yaitu purposive sampling. Teknis analisis data yang digunakan 

adalah Structural Equation Modeling berbasis Partial Least Square (SEM-PLS) dengan 

bantuan aplikasi SmartPLS, meliputi evaluasi model pengukuran Outer Model dan Inner 

Model. Hasil penelitian menunjukkan bahwa Kualitas Produk dan Harga berpengaruh positif 

dan signifikan terhadap Keputusan Pembelian. Kualitas Produk, Harga, dan Keputusan 

Pembelian juga terbukti berpengaruh positif dan signifikan terhadap Kepuasan Pelanggan, 

dengan Harga menunjukkan pengaruh paling dominan. Selain itu, Keputusan Pembelian 

terbukti berperan sebagai mediator yang menghubungkan pengaruh Kualitas Produk maupun 

Harga terhadap Kepuasan Pelanggan. Penelitian ini diharapkan dapat menjadi bahan 

pertimbangan bagi manajemen Morten Auto dalam merumuskan strategi terkait harga dan 

kualitas produk guna meningkatkan keputusan pembelian dan kepuasan pelanggan, serta 

menjadi referensi bagi penelitian selanjutnya di bidang pemasaran. 

Kata kunci: Kualitas Produk, Harga, Keputusan Pembelian, Kepuasan Pelanggan. 
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ABSTRACT 

 

This study aims to analyze the effect of Product Quality and Price on Customer Satisfaction, 

both directly and through Purchase Decision as a mediating variable, among consumers of 

Morten Auto. This research is motivated by the importance of product quality and price as 

determining factors in shaping purchase decisions and customer satisfaction amid increasingly 

intense competition in the automotive industry. This study employs a quantitative approach 

using a survey method through the distribution of questionnaires to Morten Auto's consumers. 

The sampling technique used in this study is non-probability sampling, specifically purposive 

sampling. The data analysis technique applied is Structural Equation Modeling based on 

Partial Least Squares (SEM-PLS) with the assistance of the SmartPLS application, 

encompassing the evaluation of both the Outer Model (measurement model) and the Inner 

Model (structural model). The results indicate that Product Quality and Price have a positive 

and significant effect on Purchase Decision. Product Quality, Price, and Purchase Decision 

are also proven to have a positive and significant effect on Customer Satisfaction, with Price 

showing the most dominant influence. Furthermore, Purchase Decision is proven to serve as a 

mediator linking the effects of both Product Quality and Price on Customer Satisfaction. This 

research is expected to serve as a consideration for Morten Auto's management in formulating 

strategies related to price and product quality to enhance purchase decisions and customer 

satisfaction, as well as to serve as a reference for future research in the field of marketing.  

Keywords: Product Quality, Price, Purchase Decision, Customer Satisfaction. 
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