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ABSTRAK

STEPHANIE ZEFANYA SITOMPUL, PENGARUH PRODUCT QUALITY
DAN BRAND IMAGE TERHADAP REPURCHASE INTENTION MELALUI
CUSTOMER SATISFACTION SEBAGAI VARIABEL INTERVENING (Studi
Pada Pelanggan Kopi Kenangan Surabaya)

Penelitian ini bertujuan untuk mengetahui apakah terdapat pengaruh Product
Quality dan Brand Image Terhadap Repurchase Intention melalui Customer
Satisfaction Sebagai Variabel Intervening Pada Pelanggan Kopi Kenangan
Surabaya. Jenis penelitian yang digunakan yakni metode kuantitatif dengan taknik
pengumpulan data berupa kuesioner. Teknik pengambilan sampel pada penelitian
ini adalah purposive sampling dan jumlah sampel yang digunakan yakni 150.
Kriteria pemilihan sampel yang digunakan yakni pelanggan Kopi Kenangan
Surabaya yang berdomisili di Surabaya, berusia minimal 17 tahun, dan pernah
membeli dan mengonsumsi produk Kopi Kenangan Surabaya minimal 2 kali.
Analisis data dilakukan dengan bantuan software SmartPLS 3.0. Temuan yang
dihasilkan yakni Product Quality tidak berpengaruh terhadap Repurchase
Intention, Brand Image berpengaruh signifikan terhadap Repurchase Intention,
Product Quality berpengaruh signifikan terhadap Customer Satisfaction, Brand
Image berpengaruh signifikan terhadap Customer Satisfaction, Customer
Satisfaction memediasi masing masing hubungan antara Product Quality dan Brand
Image terhadap Repurchase Intention.

Kata Kunci: Product Quality, Brand Image, Customer Satisfaction, dan
Repurchase Intention
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ABSTRACT

STEPHANIE ZEFANYA SITOMPUL, THE INFLUENCE OF PRODUCT
QUALITY AND BRAND IMAGE ON REPURCHASE INTENTION
THROUGH CUSTOMER SATISFACTION AS AN INTERVENING
VARIABLE (A Study on Kopi Kenangan Customers in Surabaya)

This study aims to determine whether there is an influence of Product Quality and
Brand Image on Repurchase Intention through Customer Satisfaction as an
intervening variable among Kopi Kenangan customers in Surabaya. The research
method used is quantitative, with data collected through questionnaires. The
sampling technique employed is purposive sampling, with a total of 150
respondents. The criteria for selecting respondents are: being a Kopi Kenangan
customer residing in Surabaya, aged at least 17 years, and having purchased and
consumed Kopi Kenangan products at least twice. Data analysis was conducted
using SmartPLS 3.0 software. The findings show that Product Quality does not
significantly influence Repurchase Intention, while Brand Image has a significant
influence on Repurchase Intention. Product Quality significantly affects Customer
Satisfaction, and Brand Image also significantly affects Customer Satisfaction.
Furthermore, Customer Satisfaction mediates the relationships between both
Product Quality and Brand Image on Repurchase Intention.

Keyword: Product Quality, Brand Image, Customer Satisfaction, dan Repurchase
Intention
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