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RINGKASAN 

Samsul Arifin, Program Study Ilmu Administrasi Bisnis Yudharta Pasuruan 2021. 

Pengaruh Inovasi Produk dan Customer Perceived Value terhadap Kepuasan 

Konsumen dan dampaknya pada Word Of Mouth, (Survey pada Warunk 

Upnormal Pandaan). Pembimbing : Dr. Any Urwatul Wusko, S.Sos., M.AB. 

 

 

 Penelitian ini bertujuan untuk mengetahui pengaruh Inovasi Produk, 

Customer Perceived Value, terhadap Kepuasan Konsumen dan dampaknya pada 

Word Of Mouth, di Warunk Upnormal Pandaan. Penelitian ini menggunakan 

methode kuantitatif yaitu dengan melakukan survey menggunakan kuisioner 

secara online melalui google form untuk pengambilan sampelnya. 

Populasi dari penelitian ini adalah konsumen Warunk Upnormal yang 

pernah berkunjung dan membeli, serta menggunakan system incidental offline. 

Sample penelitian ini menggunakan rumus Machine dan diketahui jumlah 

samplenya sebanyak 115 orang. Penelitian ini menggunakan analisis deskriptif 

dengan menggunakan software WarpPLS versi 7.0. 

Dari hasil peneltian ini dapat diketahui bahwa (1) Inovasi Produk 

berpengaruh negative dan signifikan terhadap Kepuasan Konsumen, (2) Costumer 

Perceived Value berpengaruh positif dan signifikan terhadap Kepuasan 

Konsumen, (3) Inovasi Produk berpengaruh positif dan signifkan terhadap Word 

Of Mouth, (4) Costumer Perceived Value berpengaruh negative dan signifikan 

terhadap Word Of Mouth, (5) Kepuasan Konsumen berpengaruh negatif dan 

signifikan terhadap Word Of Mouth. 

Kata Kunci : Inovasi Produk, Customer Perceived Value, Kepuasan Konsumen 

dan Word Of Mouth 
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ABSTRACT 

Samsul Arifin, Yudharta Pasuruan Business Administration Study Program 2021. 

The Effect of Product Innovation and Customer Perceived Value on Consumer 

Satisfaction and its Impact on Word Of Mouth, (Survey on Warunk Upnormal 

Pandaan). Supervisor : Dr. Any Urwatul Wusko, S.Sos., M.AB. 

 
This study aims to determine the effect of Product Innovation, Customer 

Perceived Value, on Consumer Satisfaction and its impact on Word Of Mouth, at 

Warunk Upnormal Pandaan. This study uses a quantitative method, namely by 

conducting a survey using online questionnaires via google form for sampling. 

The population of this study is Warunk Upnormal consumers who have 

visited and purchased, and used the offline incidental system. The sample of this 

study used the Machine formula and it was known that the number of samples was 

115 people. This research uses descriptive analysis using WarpPLS software 

version 7.0. 

From the results of this research, it can be seen that (1) Product 

Innovation has a negative and significant effect on Consumer Satisfaction, (2) 

Customer Perceived Value has a positive and significant effect on Consumer 

Satisfaction, (3) Product Innovation has a positive and significant effect on Word 

Of Mouth, (4 ) Customer Perceived Value has a negative and significant effect on 

Word Of Mouth, (5) Consumer Satisfaction has a negative and significant effect 

on Word Of Mouth. 

Keywords: Product Innovation, Customer Perceived Value, Consumer 

Satisfaction and Word Of Mouth 
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