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ABSTRAK 

Pengaruh Citra Merek, Kualitas Produk, dan Electronic Word of Mouth 

Terhadap Kepuasan Pelanggan Pengguna Handphone Samsung Galaxy A 

Pada Gen Z di Platform X 

 

Oleh : Agustin Rahayu 

NPM : 213402516151 

 

Tugas akhir ini dibimbing oleh Dr. Elwisam, S.E., M.M. 

 

Penelitian ini bertujuan untuk menguji pengaruh citra merek, kualitas produk, dan 

e-wom terhadap kepuasan pelanggan pengguna handphone Samsung Galaxy A 

pada gen z di Platform X. Dengan menggunakan program komputer yaitu Warp 

Partial Least Square (PLS) 7.0, metodologi penelitian ini bersifat kuantitatif dan 

melibatkan penilaian terhadap model struktural (Inner Model atau Goodness of Fit) 

dan model pengukuran (Outer Model). Teknik sampel menggunakan Lameshow 

dengan jumlah sampel sebanyak 100 responden yang telah merasa puas dengan 

handphone Samsung Galaxy A. Hasil penelitian ini menunjukkan adanya pengaruh 

positif dan signifikan antara variabel citra merek, kualitas produk, dan e-wom 

terhadap kepuasan pelanggan pengguna handphone Samsung Galaxy A di Platform 

X. 

 

Kata Kunci: Citra Merek, Kualitas Produk, E-WOM, Kepuasan pelanggan.  
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ABSTRACT 

The Influencer of Brand Image, Product Quality, and E-WOM on Customer 

Satisfaction of Samsung Galaxy A Mobile Users In Gen Z on Platform X 

  

By : Agustin Rahayu 

NPM : 213402516151 

 

This final project was supervised by Dr. Elwisam, S.E., M.M. 

 

The purpose of this study is to investigate how brand image, product quality, and e-

wom affect the satisfaction of Samsung Galaxy A cellphone users in gen z on 

Platform X. The research methodology is quantitative and uses a computer program 

called Warp Partial Least Square (PLS) 7.0. The evaluation of the structural model 

(Inner Model or Goodness of Fit) and measurement model (Outer Model). The 

sample technique used was Lameshow, and the sample size was 100 respondents 

who were satisfied with the Samsung Galaxy A cellphone. The study's findings show 

a positive and significant relationship between the variables of brand image, 

product quality, and e-wom and the satisfaction of Samsung Galaxy A cellphone 

users on Platform X. 

 

Keywords: Brand Image, Product Quality, E-WOM, Customer Satisfaction.  
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