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ABSTRAK 

PENGARUH PENGALAMAN PELANGGAN, CITRA MEREK, KUALITAS 

PRODUK, DAN KEPERCAYAAN MEREK TERHADAP KEPUASAN 

PELANGGAN PENGGUNA SMARTPHONE SAMSUNG di AEON MAll 

TANJUNG BARAT 

Oleh: 

Muaji R. Adam 

NPM : 233402436246 

Tugas Akhir, di bawah bimbingan Prof. Dr. Andini Nurwulandari S.E., M.M. 

 Penelitian ini mempunyai tujuan guna menganalisis pengaruh Pengalaman 

Pelanggan, Citra Merek, Kualitas Produk, serta Kepercayaan Merek kepada Kepuasan 

Pelanggan pengguna smartphone Samsung di AEON Mall Tanjung Barat. Data 

penelitian ini mempergunakan data primer dengan kuesioner yang disebarkan kepada 

100 responden pengguna smartphone Samsung di AEON Mall Tanjung Barat, Jakarta 

Selatan. Data dianalisis dengan mempergunakan analisis inferensial melalui regresi 

linear berganda serta diolah memanfaatkan program SPSS V.27. 

 Hasil dari analisis regresi linear berganda menunjukkan bahwasanya variabel 

Pengalaman Pelanggan (X1), Citra Merek (X2), serta Kepercayaan Merek (X4) 

berdampak positif serta signifikan kepada Kepuasan Pelanggan (Y), sedangkan 

Kualitas Produk (X3) menunjukkan pengaruh Positif tetapi tidak signifikan kepada 

Kepuasan Pelanggan. 
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ABSTRACT 

THE EFFECT OF CUSTOMER EXPERIENCE, BRAND IMAGE, PRODUCT 

QUALITY, AND BRAND TRUST ON CUSTOMER SATISFACTION AMONG 

SAMSUNG SMARTPHONE USERS AT AEON MALL TANJUNG BARAT 

By: 

Muaji R. Adam 

NPM : 233402436246 

Final Project, under the guidance of Prof. Dr. Andini Nurwulandari S.E., M.M. 

 This study aims to analyze the influence of Customer Experience, Brand Image, 

Product Quality, and Brand Trust on Customer Satisfaction among Samsung 

smartphone users at AEON Mall Tanjung Barat. This study used primary data from a 

questionnaire distributed to 100 Samsung smartphone users at AEON Mall Tanjung 

Barat, South Jakarta. The data were analyzed using inferential analysis through 

multiple linear regression and processed using SPSS V.27.  

 The results of the multiple linear regression analysis indicate that Customer 

Experience (X1), Brand Image (X2), and Brand Trust (X4) have a positive and 

significant impact on Customer Satisfaction (Y), while Product Quality (X3) has a 

positive but insignificant effect on Customer Satisfaction. 
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