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ABSTRAK

Mutia Anggraini', M. Arifiyanto®

Analisis Pengaruh Ketepatan Waktu Pengiriman, Desain Produk, Digital
Marketing, dan Word of Mouth Terhadap Kepuasan Pelanggan di Percetakan
Gunung Berlian Offset

Hasil penelitian ini mengevaluasi pengaruh Ketepatan Waktu Pengiriman, Desain
Produk, Digital Marketing, Word of Mouth Terhadap Kepuasan Pelanggan.
Penelitian ini dilakukan di Gunung Berlian Offset, sebuah perusahaan yang
bergerak di bidang percetakan yang terletak di Kota Pekalongan, metode penelitian
yang digunakan dalam penelitian ini adalah kuantitatif. Tujuan Penelitian ini adalah
untuk mengetahui bagaimana pengaruh ketepatan waktu pengiriman, desain produk,
digital marketing dan word of mouth terhadap kepuasan pelanggan. Teknik
pengumpulan sampel menggunakan teknin non probability sampling dengan
menggunakan metode purposive sampling. Data penelitian dikumpulkan dengan
menyebar kuesioner kepada 100 responden secara online dengan teknik analisis
data menggunakan software SmartPLS 4.0. Hasil penelitian ini menunjukan bahwa
Ketepatan Waktu Pengiriman dan Word of Mouth berpengaruh positif signifikan
terhadap Kepuasan Pelanggan. Sedangkan, Desain Produk dan Digital Marketing
tidak berpengaruh terhadap Kepuasan Pelanggan. Penelitian ini memberikan
kontribusi penting bagi akademisi bagi pengembangan ilmu manajemen pemasaran.
Secara praktis hasil penelitian dapat digunakan oleh manajemen perusahaan sebagai
bahan evaluasi untuk meningkatkan kualitas layanan, terutama dalam hal ketepatan
waktu pengiriman dan penguatan komunikasi word of mouth positif.

Kata Kunci: Ketepatan Waktu Pengiriman, Desain Produk, Digital Marketing,
Word of Mouth, Kepuasan Pelanggan
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ABSTRACT

Mutia Anggraini', M. Arifiyanto®

Analysis of the Impact of On-Time Delivery, Product Design, Digital
Marketing, and Word of Mouth on Customer Satisfaction at Gunung Berlian
Offset Printing

This study evaluates the impact of On-Time Delivery, Product Design, Digital
Marketing, and Word of Mouth on Customer Satisfaction. The research was
conducted at Gunung Berlian Offset, a printing company located in Pekalongan City.
A quantitative research method was employed for this study. The objective is to
assess how on-time delivery, product design, digital marketing, and word of mouth
influence customer satisfaction. The sample collection used a non-probability
sampling technique, specifically purposive sampling.

Data for the research was collected by distributing questionnaires to 100
respondents online. The analysis was conducted using SmartPLS 4.0 software. The
findings indicate that both Timely Delivery and Word of Mouth have a significant
positive effect on Customer Satisfaction. In contrast, Product Design and Digital
Marketing do not appear to influence Customer Satisfaction. This research offers
valuable contributions to the academic field, particularly in the development of
marketing management science. Practically, the results can serve as an evaluation
tool for company management to enhance service quality, especially regarding
timely delivery and the promotion of positive word-of-mouth communication.

Kata Kunci: On-Time Delivery, Product Design, Digital Marketing, Word of Mouth,
Customer Satisfaction



