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ABSTRAKSI 

2231501194 

KEISYA AYU NABILA 

PENGARUH KUALITAS PRODUK, PLATFORM WHATSAPP BUSINESS 

DAN WORD OF MOUTH TERHADAP KEPUASAN KONSUMEN. (Studi 

Pada Konsumen Umkm Di Purwokerto Barat, Banyumas, Jawa Tengah) 

( 107 halaman, 2026, 8 gambar, 28 tabel, 9 lampiran) 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas produk, platform 

WhatsApp Business, dan Word of Mouth terhadap kepuasan konsumen pada 

UMKM di Purwokerto Barat, Banyumas, Jawa Tengah. Jenis penelitian yang 

digunakan adalah penelitian kuantitatif dengan jumlah sampel sebanyak 100 

responden. Metode pengambilan sampel menggunakan metode non-probability 

sampling dengan teknik purposive sampling dan penentuan jumlah sampel 

menggunakan rumus Lemeshow.Teknik pengumpulan data dilakukan melalui 

kuesioner dengan skala Likert yang diolah menggunakan Software Microsoft Excel 

2021 dan Software SPSS versi 26. Analisis data yang digunakan meliputi uji 

validitas dan reliabilitas, uji asumsi klasik, analisis regresi linier berganda, serta uji 

hipotesis.Hasil penelitian menunjukkan bahwa variabel kualitas produk dan Word 

of Mouth berpengaruh signifikan terhadap kepuasan konsumen, sedangkan variabel 

platform WhatsApp Business tidak berpengaruh signifikan terhadap kepuasan 

konsumen. Temuan ini menunjukkan bahwa kepuasan konsumen pada UMKM di 

Purwokerto Barat lebih dipengaruhi oleh kualitas produk dan rekomendasi antar 

konsumen dibandingkan pemanfaatan platform komunikasi digital. 

Kata Kunci: Kualitas Produk, WhatsApp Business, Word of Mouth, Kepuasan 

Konsumen, UMKM. 
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ABSTRACT 

2231501194 

KEISYA AYU NABILA 

The effect of product quality, WhatsApp Business platform, and Word of Mouth 

on consumer satisfaction 

 (A study of MSMEs consumers in West Purwokerto, Banyumas, Central Java)  

( 107 pages , 2026, 8 images, 28 tables, 9 attachmens) 

This study aims to determine the effect of product quality, the WhatsApp Business 

platform, and Word of Mouth on consumer satisfaction of MSMEs in West Purwok-

erto, Banyumas, Central Java. This research employs a quantitative approach with 

a sample size of 100 respondents. The sampling method used is non-probability 

sampling with a purposive sampling technique, while the sample size was deter-

mined using the Lemeshow formula.Data collection was conducted through ques-

tionnaires with a Likert scale, processed using Microsoft Excel 2021 and SPSS ver-

sion 26 software. The data analysis techniques include validity and reliability tests, 

classical assumption tests, multiple linear regression analysis, and hypothesis test-

ing. The results show that product quality and Word of Mouth variables have a 

significant effect on consumer satisfaction. Meanwhile, the WhatsApp Business 

platform variable does not have a significant effect on consumer satisfaction. These 

findings indicate that consumer satisfaction of MSMEs in West Purwokerto is more 

influenced by product quality and inter-consumer recommendations rather than the 

use of digital communication platforms. 

Keywords: Product Quality, WhatsApp Business, Word of Mouth, Consumer 

Satisfaction, MSMEs. 
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