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Pengaruh Persepsi Kualitas Produk Dan Brand Image Terhadap 

Kepuasan Pelanggan Pengguna Skin Care Lokal  

  (Studi Kasus Somethinc) 

Cut Shella 

 

ABSTRAK 

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh persepsi kualitas 

produk dan brand image terhadap kepuasan konsumen pengguna skin care lokal 

Somethinc dengan menggunakan indikator persepsi kualitas produk  yaitu 

bentuk/tampilan yang menarik, bahan yang digunakan aman, sesuai dengan 

keterangan yang tertera pada kemasan, cocok untuk semua warna jenis kulit, 

kualitas yang bagus, kemasan kokoh, daya tahan produk dan indikator brand image 

yaitu merek mudah dikenali konsumen, merek mudah ditemukan di pasaran, merek 

banyak direview oleh para artis dan influencer, merek yang berkualitas, merek 

yang dapat dipercaya, merek memiliki reputasi yang baik, merek mudah diingat. 

Adapun metode yang digunakan pada penelitian ini yaitu metode kuantitatif dengan 

menyebarkan survei berupa kuesioner kepada 125 responden menggunakan teknik 

non-probability sampling dan menggunakan pendekatan convenience sampling 

(accidental sampling). Hasil penelitian ini menunjukkan bahwa indikator brand 

image memiliki pengaruh yang signifikan terhadap kepuasan pelanggan. 

Sedangkan indikator persepsi kualitas produk kurang berpengaruh signifikan 

terhadap kepuasan pelanggan. 

Kata Kunci : Persepsi Kualitas Produk, Brand Image, Kepuasan Pelanggan 
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THE EFFECT OF PERCEPTION PRODUCT QUALITY AND 

BRAND IMAGE ON CUSTOMER SATISFACTION OF LOCAL 

SKIN CARE USERS 

(Case Study of Somethinc) 

Cut Shella 

 

ABSTRACT 

The purpose of this study was to determine the effect of perceived product quality 

and brand image on consumer satisfaction of SomeThinc's local skin care users by 

using product quality perception indicators, namely an attractive 

shape/appearance, safe materials used, in accordance with the information listed 

on the packaging, suitable for all skin colors, good quality, sturdy packaging, 

product durability and brand image indicators, namely the brand is easily 

recognized by consumers, the brand is easy to find in the market, the brand is widely 

reviewed by artists and influencers, quality brand, trustworthy brand, brand have 

a good reputation, easy to remember brand. The method used in this study is a 

quantitative method by distributing a survey in the form of a questionnaire to 125 

respondents using a non-probability sampling technique and using a convenience 

sampling approach (accidental sampling). The results of this study indicate that 

brand image indicators have a significant influence on customer satisfaction. While 

the indicators of product quality perception have less significant effect on customer 

satisfaction. 

Keywords: Product Quality Perception, Brand Image, Customer Satisfaction 

 

 

 

 



  Universitas Bakrie 

xi 
 

DAFTAR ISI 

 

HALAMAN PERNYATAAN ORISINILITAS ..................................................... ii 

HALAMAN PENGESAHAN .................................................................................. iii 

KATA PENGANTAR ................................................................................................ v 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI TUGAS 

AKHIR ....................................................................................................................... vii 

ABSTRAK .................................................................................................................. ix 

ABSTRACT................................................................................................................. x 

BAB I ............................................................................................................................1 

PENDAHULUAN .......................................................................................................1 

1.1. Latar Belakang....................................................................................... 1 

1.2. Rumusan Masalah ................................................................................ 15 

1.3. Tujuan Penelitian ................................................................................. 16 

1.4. Manfaat Penelitian ............................................................................... 16 

1.4.1. Manfaat Teoritis ........................................................................... 16 

1.4.2. Manfaat Praktis ............................................................................. 16 

BAB II ........................................................................................................................ 17 

TINJAUAN PUSTAKA ........................................................................................... 17 

2.1. Landasan Teori .................................................................................... 17 

2.1.1. Pemasaran .................................................................................... 17 

2.1.2. Persepsi ........................................................................................ 20 

2.1.3. Kualitas Produk ............................................................................ 21 

2.1.4. Konsep Citra Merek (Brand Image) .............................................. 23 

2.1.5. Kepuasan Konsumen .................................................................... 29 

2.2. Penelitian Terdahulu ............................................................................ 29 

2.3. Hubungan Antar Variabel ................................................................. 40 

2.3.1. Hubungan Antara Persepsi Kualitas Produk Terhadap Kepuasan 

Konsumen .................................................................................................. 40 

2.3.2. Hubungan Antara Citra Merek Terhadap Kepuasan Konsumen ..... 41 



  Universitas Bakrie 

xii 
 

2.4. Kerangka Pemikiran ............................................................................ 41 

2.5. Hipotesis .............................................................................................. 42 

BAB III ....................................................................................................................... 43 

METODE PENELITIAN ........................................................................................ 43 

3.1. Jenis Penelitian .................................................................................... 43 

3.2. Populasi dan Sampel Penelitian............................................................ 43 

3.2.1. Populasi ........................................................................................ 43 

3.2.2. Sampel.......................................................................................... 43 

3.3. Metode Pengumpulan Data .................................................................. 44 

3.3.1. Skala Pengukuran ......................................................................... 45 

3.4. Variabel Penelitian dan Operasional Variabel ...................................... 45 

3.4.1. Variabel Penelitian ....................................................................... 45 

3.4.2. Operasional Variabel .................................................................... 46 

3.5. Teknik Analisis Data ........................................................................... 51 

3.5.1. Uji Validitas ................................................................................. 51 

3.5.2. Uji Reliabilitas .............................................................................. 52 

3.6. Uji Kelayakan Model ........................................................................... 52 

3.6.1. Analisis Regresi Logistik Ordinal ................................................. 52 

3.6.2. Uji Kebaikan Model (Goodness of Fit) ......................................... 53 

3.6.3. Uji Keberartian Model (Uji G) ...................................................... 53 

3.6.4. Uji Wald ....................................................................................... 54 

3.6.5. Koefesien Determinasi Model ....................................................... 55 

3.6.6. Interpretasi Model......................................................................... 56 

BAB IV ....................................................................................................................... 57 

ANALISIS DAN PEMBAHASAN ......................................................................... 57 

4.1. Gambaran Umum Perusahaan .............................................................. 57 

4.2. Hasil Penelitian .................................................................................... 57 

4.2.1. Uji Instrumen ................................................................................ 57 

4.2.2. Analisis Deskriptif ........................................................................ 59 

4.2.3. Uji Kelayakan Model .................................................................... 64 

4.3. Pembahasan ..................................................................................... 69 



  Universitas Bakrie 

xiii 
 

BAB V ......................................................................................................................... 71 

KESIMPULAN DAN SARAN................................................................................ 71 

5.1. Kesimpulan.......................................................................................... 71 

5.2. Saran ................................................................................................... 71 

DAFTAR PUSTAKA ............................................................................................... 73 

Lampiran 1 .................................................................................................................. 75 

Lampiran 2 .................................................................................................................. 81 

Lampiran 3 .................................................................................................................. 82 

Lampiran 4 .................................................................................................................. 86 

 

 

  



  Universitas Bakrie 

xiv 
 

 

DAFTAR GAMBAR 

Gambar 1.1 Grafik Pertumbuhan Industri Kecantikan di Indonesia ...................... 3 

Gambar 1.2 Logo Somethinc ................................................................................ 7 

Gambar 1.3 Grafik Jenis Produk Kecantikan Terlaris Pada E-Commerce ............. 8 

Gambar 2.1 Bagan Model Bauran Pemasaran ..................................................... 19 

Gambar 4.1 Karakteristik Responden Berdasarkan Jenis Kelamin ...................... 60 

Gambar 4.2 Karakteristik Responden Berdasarkan Usia ..................................... 60 

Gambar 4.3 Karakteristik Responden Berdasarkan Jenis Pekerjaan .................... 61 

 



  Universitas Bakrie 

xv 
 

DAFTAR TABEL 

Tabel 1.1 Daftar Harga Produk Skin Care Somethinc ........................................... 8 

Tabel 1.2 Daftar Ulasan Online Somethinc Niacinamide + Moisture Beet Serum . 9 

Tabel 2.1 Penelitian Terdahulu ........................................................................... 30 

Tabel 3.1 Skala Likert ........................................................................................ 45 

Tabel 3.2 Operasional Variabel .......................................................................... 47 

Tabel 4.1 Uji Validitas ....................................................................................... 58 

Tabel 4.2 Uji Reliabilitas ................................................................................... 59 

Tabel 4.3 Analisis Deskriptif Variabel Persepsi Kualitas Produk ........................ 62 

Tabel 4.4 Analisis Deskriptif Variabel Brand Image .......................................... 63 

Tabel 4.5 Analisis Deskriptif Variabel Kepuasan Pelanggan .............................. 64 

Tabel 4.6 Parameter Estimates ........................................................................... 65 

Tabel 4.7 Goodness-of-Fit.................................................................................. 65 

Tabel 4.8 Model Fitting Information .................................................................. 66 

Tabel 4.9 Parameter Estimates ........................................................................... 67 

Tabel 4.10 Pseudo R-Square .............................................................................. 68 

 

 

  


	HALAMAN PERNYATAAN ORISINILITAS
	HALAMAN PENGESAHAN
	KATA PENGANTAR
	ABSTRAK
	ABSTRACT

