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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh kepuasan pelanggan dalam 
pengaruh kualitas produk dan harga terhadap minat beli ulang. Populasi dari 
penelitian ini adalah pelanggan Holland Bakery di Jakarta, dengan jumlah sampel 
sebanyak 160 orang. Metode analisis data menggunakan Structural Partial Least 
Square-Equation Model (PLS-SEM). Hasil penelitian menemukan bahwa kualitas 
produk dan persepsi harga berpengaruh positif dan signifikan terhadap kepuasan 
pelanggan, namun green packaging tidak berpengaruh signifikan terhadap 
kepuasan pelanggan. Sementara itu, kualitas produk dan persepsi harga tidak 
berpengaruh signifikan terhadap minat beli ulang, namun green packaging dan 
kepuasan pelanggan berpengaruh positif dan signifikan terhadap minat beli ulang. 
Kepuasan pelanggan mampu memediasi pengaruh kualitas produk dan persepsi 
harga terhadap minat beli ulang secara positif dan signifikan, namun kepuasan 
pelanggan tidak mampu memediasi pengaruh antara green packaging terhadap 
minat beli ulang. 

Kata Kunci: Kualitas Produk, Persepsi Harga, Green Packaging, Kepuasan 
Pelanggan, Minat Beli Ulang, Holland Bakery, Teori SOR. 
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ABSTRACT 

This study aims to The Influences of customer satisfaction in mediating the effects 
of product quality and price perception on repurchase intention. The population of 
this research consists of Holland Bakery consumers in Jakarta, with a sample size 
of 160 respondents. The data analysis method used is Structural Equation 
Modeling-Partial Least Square (PLS-SEM).The results of the study found that 
product quality and price perception have a positive and significant effect on 
customer satisfaction; however, green packaging does not have a significant effect 
on customer satisfaction. Meanwhile, product quality and price perception do not 
have a significant direct effect on repurchase intention, but green packaging and 
customer satisfaction have a positive and significant effect on repurchase intention. 
Customer satisfaction is able to positively and significantly mediate the influence 
of product quality and price perception on repurchase intention. Conversely, 
customer satisfaction is unable to mediate the influence of green packaging on 
repurchase intention. 

Keywords: Product Quality, Price Perception, Green Packaging, Customer 
Satisfaction, Repurchase Intention, Holland Bakery, SOR Theory. 
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