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ABSTRAK 

 

 

Moch Abrar (2026), Pengaruh Electronic Word of Mouth (E-WOM) Dan Kualitas Produk 

Terhadap Loyalitas Pelanggan dengan Kepuasan Pelanggan sebagai Variabel Mediasi (Studi 

pada usaha Gerobak Kopi Keliling di Kota Palangka Raya). Skripsi Jurusan Manajemen, 

Konsentrasi Pemasaran, Fakultas Ekonomi dan Bisnis, Universitas Palangka Raya. 

Pembimbing : (I) Drs. Noorjaya Nahan, M.Si. (II) Dra. Peridawaty, M.M. 

Penelitian ini bertujuan untuk menganalisis secara empiris pengaruh Electronic Word of Mouth 

(E-WOM) dan Kualitas Produk terhadap Loyalitas Pelanggan dengan Kepuasan Pelanggan 

sebagai variabel mediasi pada pelanggan Gerobak Kopi Keliling di Kota Palangka Raya. Riset 

ini diarahkan untuk mengisi research gap pada literatur manajemen pemasaran mengenai tren 

bisnis minuman siap saji berbasis mobilitas di kota menengah serta memberikan rekomendasi 

praktis bagi pelaku UMKM. 

Metode penelitian yang digunakan adalah pendekatan kuantitatif korelasional (eksplanatori). 

Populasi dalam penelitian ini adalah seluruh konsumen yang pernah membeli dan 

mengonsumsi produk Gerobak Kopi Keliling di Kota Palangka Raya, dengan teknik 

pengambilan sampel menggunakan purposive sampling. Analisis data dilakukan terhadap 90 

responden melalui kuesioner terstruktur skala Likert. Data diolah menggunakan teknik analisis 

Partial Least Squares Structural Equation Modeling (PLS-SEM) melalui perangkat lunak 

SmartPLS 4.0. 

Hasil penelitian menunjukkan bahwa E-WOM dan Kualitas Produk berpengaruh positif dan 

signifikan terhadap Kepuasan Pelanggan maupun Loyalitas Pelanggan. Kepuasan Pelanggan 

juga terbukti memiliki pengaruh positif dan signifikan terhadap Loyalitas Pelanggan. Lebih 

lanjut, uji mediasi mengonfirmasi bahwa Kepuasan Pelanggan berperan sebagai mediator 

parsial yang secara signifikan menjadi jembatan antara pengaruh E-WOM dan Kualitas Produk 

dalam membentuk Loyalitas Pelanggan jangka panjang. Temuan ini menegaskan pentingnya 

mengelola ulasan di media sosial secara aktif serta menjaga konsistensi rasa dan penyajian 

produk untuk membangun loyalitas melalui penciptaan kepuasan konsumen. 

Kata Kunci: Electronic Word of Mouth (E-WOM), Kualitas Produk, Kepuasan Pelanggan, 

Loyalitas Pelanggan. 
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ABSTRACT 

 

 

Moch Abrar (2026), The Influence of Electronic Word of Mouth (E-WOM) and Product 

Quality on Customer Loyalty with Customer Satisfaction as a Mediating Variable (A Study on 

Mobile Coffee Cart Businesses in Palangka Raya City). Undergraduate Thesis, Department of 

Management, Marketing Concentration, Faculty of Economics and Business, University of 

Palangka Raya. Advisors: (I) Drs. Noorjaya Nahan, M.Si. (II) Dra. Peridawaty, M.M. 

This study aims to empirically analyze the influence of Electronic Word of Mouth (E-WOM) 

and Product Quality on Customer Loyalty, with Customer Satisfaction acting as a mediating 

variable among consumers of mobile coffee cart businesses in Palangka Raya City. This 

research is directed toward filling the research gap in marketing management literature 

regarding mobility-based ready-to-drink beverage business trends in medium-sized cities, 

while providing practical recommendations for MSME actors. 

The research method employed is an explanatory quantitative correlational approach. The 

population in this study consists of all consumers in Palangka Raya City who have purchased 

and consumed products from mobile coffee carts, the sampling technique utilized was 

purposive sampling. Data analysis was conducted on 90 respondents via structured Likert-

scale questionnaires. The gathered data were processed using Partial Least Squares Structural 

Equation Modeling (PLS-SEM) through SmartPLS 4.0 software. 

The results indicate that both E-WOM and Product Quality have a positive and significant 

effect on Customer Satisfaction as well as Customer Loyalty. Customer Satisfaction is also 

proven to exert a positive and significant influence on Customer Loyalty. Furthermore, the 

mediation analysis confirms that Customer Satisfaction serves as a partial mediator that 

significantly bridges the impact of E-WOM and Product Quality in establishing long-term 

Customer Loyalty. These findings emphasize that widespread positive reviews on social media 

and consistent product quality are the primary keys to driving consumer satisfaction, thereby 

attracting them to become loyal customers. 

Keywords: Electronic Word of Mouth (E-WOM), Product Quality, Customer Satisfaction, 

Customer Loyalty. 
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