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ABSTRAK

Penelitian ini bertujuan untuk menguji apakah ada pengaruh dari kualitas
pelayanan, kualitas produk dan citra merek terhadap kepuasan konsumen
kosmetik Pixy di Matahari Mega Mall Kota Batam. Penelitian dilakukan dengan
metode kuantitatif. Populasi yang digunakan adalah konsumen kosmetik Pixy di
Matahari Mega Mall Kota Batam 283 konsumen. Sampel penelitian ini berjumlah
166 konsumen dengan teknik sampling acak sederhana. Metode pengumpulan
data yaitu dengan kuesioner. Metode analisis data meliputi uji statistik dekripttif,
uji kualitas data, uji asumsi klasik, uji pengaruh dan uji hipotesis dengan
menggunakan software program SPSS 25. Hasil koefisien determinasi (R?) yang
di peroleh dari variabel kualitas pelayanan, kualitas produk dan citra merek
berpengaruh sebesar 67,7% terhadap kepuasan konsumen. Hasil uji regresi linear
berganda menunjukkan bahwa kualitas pelayanan berpengaruh sebesar 0,113
satuan terhadap kepuasan konsumen (Y), kualitas produk (X2) berpengaruh
sebesar 0,288 satuan terhadap kepuasan konsumen (Y) dan citra (X3) berpengaruh
sebesar 0,216 satuan terhadap kepuasan konsumen (Y). Hasil uji t dan uji f maka
dapat disimpulkan bahwa kualitas pelayanan berpengaruh signifikan secaraparsial
terhadap kepuasan konsumen, kualitas produk berpengaruh signifikan secara parsial
terhadap kepuasan konsumen, citra merek berpengaruh signifikan secara parsial
terhadap kepuasan konsumen, kualitas pelayanan, kualitas produk dan citra merek
berpengaruh signifikan secara simultan terhadap kepuasan konsumen.

Kata Kunci : Citra Merek, Kualitas Pelayanan, Kualitas Produk, Kepuasan
Konsumen
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ABSTRACT

This study aims to examine whether there is an effect of service quality, product
quality and brand image on consumer satisfaction for Pixy cosmetics at Matahari
Mega Mall Batam City. The research was conducted using quantitative methods.
The population used is Pixy cosmetics consumers at Matahari Mega Mall Batam
City 283 consumers. The sample of this study amounted to 166 consumers with a
simple random sampling technique. The method of data collection is a
questionnaire. Data analysis methods include descriptive statistical tests, data
quality tests, classical assumption tests, influence tests and hypothesis testing
using the SPSS 25 software program. The coefficient of determination (R2)
obtained from the variables of service quality, product quality and brand image
has an effect of 67 ,7% of consumer satisfaction. Multiple linear regression test
results show that service quality has an effect of 0.113 units on consumer
satisfaction (Y), product quality (X2) has an effect of 0.288 units on consumer
satisfaction (Y) and image (X3) has an effect of 0.216 units on consumer
satisfaction (Y). The results of the t test and f test, it can be concluded that service
quality has a partially significant effect on consumer satisfaction, product quality
has a partially significant effect on consumer satisfaction, brand image has a
partially significant effect on consumer satisfaction, service quality, product
quality and brand image have a significant effect simultaneously on consumer
satisfaction.

Keywords: Brand Image, Service Quality, Product Quality, Consumer
Satisfaction
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