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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh citra merek, kualitas
pelayanan, dan electronic word of mouth terhadap kepuasan pelanggan. Populasi
dalam penelitian ini adalah konsumen Garuda Indonesia Gallery Senayan City.
Sampel yang digunakan adalah sebanyak 206 konsumen. Metode penarikan sampel
menggunakan metode judgement sampling. Metode pangumpulan data
menggunakan metode survei, dengan instrument penelitian kuesioner. Metode
analisis data menggunakan Structural Equation Modeling (SEM) dengan Smart
PLS Versi 4.0. Hasil penelitian ini menunnjukkan bahwa citra merek berpengaruh
positif dan signifikan terhadap kepuasan pelanggan. Kualitas pelayanan
berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Electronic word
of mouth berpengaruh positif dan signifikan terhadap kepuasan pelanggan,

Kata kunci: Citra Merek, Kualitas Pelayanan, Electronic Word Of Mouth
(EWOM), Kepuasan Pelanggan.
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ABSTRACT

This study aims to analyze the influence of brand image, service quality, and
electronic word of mouth on customer satisfaction. Population in this research is
customers of Garuda Indonesia Gallery Senayan City. The sample used is 206
customers. The sampling method uses judgement sampling. The methods of data
collection using survey, with the research instrument is a questionnaire. The data
analysis method using Structural Equation Modeling (SEM) with Smart PLS
version 4.0. This study shows that brand image has a positive and significant effect
on customer satisfaction. Service quality has a positive and significant effect on
customer satisfaction. Electronic word of mouth (E-WOM) has a positive and
significant effect on customer satisfaction.

Keywords: Brand Image, Service Quality, Electronic Word Of Mouth (e-WOM),
Customer Satisfaction.
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