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ABSTRAK  

Jessica Aurelia Wijaya (24220080), Pengaruh Kualitas Produk dan Citra Merek 

terhadap Keputusan Pembelian serta dampaknya pada Kepuasan Pelanggan 

 

Kepuasan pelanggan merupakan aspek penting yang perlu diperhatikan perusahaan 

dalam menghadapi persaingan bisnis yang semakin ketat. Upaya membangun 

kepuasan pelanggan dipengaruhi oleh beberapa faktor, di antaranya kualitas produk 

dan citra merek. Selain itu, keputusan pembelian berperan sebagai variabel intervening 

yang dapat memperkuat pengaruh antara kedua variabel tersebut dengan kepuasan 

pelanggan. Penelitian ini bertujuan untuk menganalisis pengaruh kualitas produk dan 

citra merek terhadap keputusan pembelian, serta dampaknya terhadap kepuasan 

pelanggan McDonald’s Thamrin Jaya. Penelitian ini menggunakan pendekatan 

kuantitatif melalui teknik purposive sampling. Sampel penelitian berjumlah 150 

responden yang merupakan konsumen McDonald’s Thamrin Jaya, yang ditentukan 

melalui penyebaran kuesioner. Data dianalisis menggunakan metode Structural 

Equation Modeling berbasis Partial Least Squares (SEM-PLS) dengan bantuan 

software SmartPLS. Hasil penelitian menunjukkan bahwa kualitas produk tidak 

berpengaruh signifikan terhadap keputusan pembelian maupun kepuasan pelanggan. 

Sebaliknya, citra merek berpengaruh positif dan signifikan terhadap keputusan 

pembelian maupun kepuasan pelanggan. Keputusan pembelian juga terbukti 

berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Selain itu, keputusan 

pembelian tidak terbukti memediasi pengaruh kualitas produk terhadap kepuasan 

pelanggan, tetapi terbukti memediasi pengaruh citra merek terhadap kepuasan 

pelanggan. Temuan ini mengindikasikan bahwa citra merek merupakan faktor yang 

lebih dominan dibandingkan kualitas produk dalam membentuk keputusan pembelian 

dan kepuasan pelanggan konsumen McDonald’s Thamrin Jaya. 

Kata Kunci: Kualitas Produk, Citra Merek, Keputusan Pembelian, Kepuasan 

Pelanggan, SEM-PLS. 
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ABSTRACT 

Jessica Aurelia Wijaya (24220080), The Effect of Product Quality and Brand 

Image on Purchase Decisions and Their Impact on Customer Satisfaction 

 

Customer satisfaction is an important aspect that companies need to pay attention to 

in facing increasingly intense business competition. Efforts to build customer 

satisfaction are influenced by several factors, including product quality and brand 

image. In addition, purchase decision acts as an intervening variable that can 

strengthen the influence between these two variables and customer satisfaction. This 

study aims to analyze the influence of product quality and brand image on purchase 

decision, as well as their impact on customer satisfaction at McDonald's Thamrin 

Jaya. This study uses a quantitative approach with a purposive sampling technique. 

The research sample consisted of 150 respondents who were consumers of McDonald's 

Thamrin Jaya, determined through the distribution of questionnaires. The data were 

analyzed using the Structural Equation Modeling based on Partial Least Squares 

(SEM-PLS) method with the assistance of SmartPLS software. The results show that 

product quality has no significant effect on either purchase decision or customer 

satisfaction. In contrast, brand image has a positive and significant effect on both 

purchase decision and customer satisfaction. Purchase decision is also proven to have 

a positive and significant effect on customer satisfaction. Furthermore, purchase 

decision is not proven to mediate the effect of product quality on customer satisfaction, 

but is proven to mediate the effect of brand image on customer satisfaction. These 

findings indicate that brand image is a more dominant factor than product quality in 

shaping purchase decision and customer satisfaction among consumers of 

McDonald's Thamrin Jaya. 

Keywords: Product Quality, Brand Image, Purchase Decision, Customer Satisfaction, 

SEM-PLS. 
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