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PENGARUH KUALITAS PELAYANAN, PROMOSI DAN KUALITAS 
PRODUK TERHADAP KEPUASAN KONSUMEN YANG DI MEDIASI 

OLEH PROSES KEPUTUSAN PEMBELIAN  
(Studi Pada Konsumen Bubur Mayong Kelapa Gading) 

 
ABSTRAK 

Tujuan penelitian ini adalah untuk mengetahui pengaruh promosi media sosial 
tiktok, kualitas pelayanan, kualitas produk terhadap keputusan pembelian yang di 
mediasi oleh kepuasan pelanggan Bubur Ayam Mayong 

Penelitian ini menggunakan strategi asosiatif. Metode pengumpulan data  
menggunakan kuesioner yang diukur menggunakan skala likert. Populasi dalam  
penelitian ini adalah konsumen Bubur Ayam Mayong. Metode pengambilan sempel 
menggunakan teknik purposive sampling dengan kreteria yaitu pelanggan yang 
telah mengkonsumsi Bubur Ayam Mayong  2022 berjumlah 100 responden. Dalam 
penelitian ini Teknik analisis data yang digunakan yaitu analisis jalur dengan 
bantuan sofware WarpPLS 8.0. 

Hasil penelitian menyimpulkan (1) Kualitas pelayanan tidak berpengaruh 
terhadap keputusan pembelian pada pelanggan toko Bubur Ayam Mayong. (2) 
Kualitas pelayanan tidak berpengaruh terhadap kepuasan pelanggan pada 
pelanggan toko Bubur Ayam Mayong konsumen..(3) Promosi berpengaruh 
terhadap keputusan pembelian pada pelanggan toko Bubur Ayam Mayong. (4) 
Kualitas produk berpengaruh terhadap keputusan pembelian pada pelanggan toko 
Bubur Ayam Mayong(5) Keputusan Pembelian berpengaruh terhadap kepuasan 
Pelanggan pada pelanggan toko Bubur Ayam Mayong (6) Kualitas produk 
berpengaruh terhadap kepuasan pembelian pada pelanggan toko Bubur Ayam 
Mayong (7) Proses Keputusan pembelian tidak memediasi berpengaruh kualitas 
pelayanan terhadap kepuasan pelanggan (8) Proses Keputusan pembelian 
memediasi berpengaruh promosi terhadap kepuasan pelanggan. (9) Proses 
Keptusan pembelian memediasi berpengaruh kualitas produk terhadap kepuasan 
pelanggan. 
Kata Kunci: Kualitas Pelayanan, Kualitas Produk, Promosi, Keputusan 

Pembelian, Kepuasan Pelanggan 
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THE EFFECT OF SERVICE QUALITY, PROMOTION AND PRODUCT 

QUALITY ON CONSUMER SATISFACTION IN MEDIATION BY THE 
PURCHASE DECISION PROCESS 

(Study on Consumers of Kelapa Gading Mayong Porridge) 
 

ABSTRACT 
The purpose of this study was to determine the effect of tiktok social media 

promotion, service quality, product quality on purchasing decisions mediated by 
customer satisfaction Bubur Ayam Mayong 

This study uses an associative strategy. The data collection method used a 
questionnaire which was measured using a Likert scale. The population in this 
study were consumers of Chicken Mayong Porridge. The sampling method used 
purposive sampling technique with the criteria that the customers who had 
consumed the 2022 Mayong Chicken Porridge were 100 respondents. In this study, 
the data analysis technique used is path analysis with the help of WarpPLS 8.0 
software. 

The results of the study concluded (1) The quality of service has no effect on 
purchasing decisions for customers of the Mayong Chicken Porridge shop. (2) 
Service quality has no effect on customer satisfaction at the customer of the Mayong 
Chicken Porridge shop. (3) Promotion has an effect on purchasing decisions for 
the customer of the Mayong Chicken Porridge shop. (4) Product quality has an 
effect on purchasing decisions for customers of the Mayong Chicken Porridge shop 
(5) Purchasing decisions have an effect on customer satisfaction with customers of 
the Mayong Chicken Porridge shop (6) Product quality affects purchase 
satisfaction for customers of the Mayong Chicken Porridge shop (7) Decision 
Process purchase does not mediate the effect of service quality on customer 
satisfaction (8) The purchase decision process mediates the effect of promotion on 
customer satisfaction. (9) The purchase decision process mediates the effect of 
product quality on customer satisfaction. 
Keywords: Service Quality, Product Quality, Promotion, Purchase Decision, 

Customer Satisfaction 
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