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ABSTRAK 
 

Christine Mutiara / 25100227 / 2015 / Analisis Pengaruh Kualitas Produk Terhadap 

Kepuasan Pelanggan Share Tea Mall Kelapa Gading / Rita Eka Setianingsih, SE.,M.M. 

 

Share Tea adalah salah satu perusahaan waralaba bubble tea dari Taipei, Taiwan. Seiring 

berjalannya waktu, semakin banyak juga perusahaan sejenis lain yang muncul dan 

berkembang. Mereka berusaha meningkatkan kualitas produknya untuk menarik 

pelanggan. Dalam kondisi persaingan yang ketat tersebut hal utama yang harus 

diprioritaskan oleh perusahaan adalah kepuasaan pelanggan agar dapat bertahan, bersaing 

dan menguasai pasar. 

 

Teori yang digunakan dalam penelitian ini adalah teori kualitas produk, teori dimensi 

kualitas produk, teori kepuasan pelanggan. Dalam kualitas produk terdapat sembilan 

dimensi yang mempengaruhi penilaian para pelanggan terhadap kualitas produk yaitu: 

form, features, mass customization, performance quality, conformance quality, durability, 

reliability, repairability dan style (Kotler dan Keller, 2012:351 ). 

 

Metode penelitian dalam penelitian secara deskriptif dengan survey analisis dengan uji 

validitas, uji reliabilitas, analisis deskriptif, uji asumsi klasik (uji normalitas dan uji 

heterokedastisitas), uji keberartian model (uji-F), uji  signifikansi koefisiensi (uji-t), dan uji 

koefisien determinasi (R2) 

 

Setelah melakukan penyebaran 30 pra kuesioner dan 100 kuesioner serta diolah melalui 

tahap pengujian maka hasil penelitian menunjukan bahwa, kualitas produk berpengaruh 

signifikan terhadap kepuasan pelanggan Share Tea. 

 

Kesimpulan dari penelitian ini adalah: Share Tea memiliki kualitas produk yang baik, 

konsumen (pelanggan) dari Share Tea tersebut merasa puas, kualitas produk berpengaruh 

signifikan terhadap kepuasan pelanggan Share Tea. 
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ABSTRACT 
 

 

 

Christine Mutiara / 25100227 / 2015 / Analysis of Product Quality Effect Through 

Customer Satisfaction on Share Tea Kelapa Gading Mall / Rita Eka Setianingsih, 

SE.,M.M. 

  

Share Tea is one of the bubble tea franchise company of Taipei, Taiwan. Over time, more 

and more are also other similar companies that emerged and developed. They are trying to 

improve the quality of their products to attract customers. Under conditions of intense 

competition is the main thing that should be prioritized by the company is customer 

satisfaction in order to survive, compete and dominate the market. 

 

The theory used in this research is the theory of product quality, product quality dimension 

theory, the theory of customer satisfaction. In the quality of the products there are nine 

dimensions affecting customers assessment of the quality of products, namely: form, 

features, mass customization, quality performance, conformance quality, durability, 

reliability, repairability and style (Kotler and Keller, 2012: 351). 

 

The methodology of this research is to test the validity, reliability test, descriptive analysis, 

classic assumption test (test for normality and test heterokedastisitas), test the significance 

model (F-test), tests of significance coefficient (t-test), and test the coefficient of 

determination (R2 ) 

 

After distributing 30 pre questionnaires and 100 questionnaires and processed through the 

testing phase, the research results show that, the quality of products significantly influence 

customer satisfaction on Share Tea. 

 

The conclusion from this study is: Share Tea has a good quality product, consumers 

(customers) of the Share Tea is satisfied, the quality of products significantly influence 

customer satisfaction on Share Tea. 
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