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ABSTRACT

This research was conducted with the primary objective of studying the factors that influenced
customer satisfaction in online purchases of the brand Yuedpao. The study aimed to examine
three main areas: (1) the marketing mix factors that affect customer satisfaction; (2) consumer
behavior factors that influence satisfaction in online purchasing; and (3) technology
acceptance factors that contribute to customer satisfaction when purchasing products online
from Yuedpao. The target population in this study consisted of customers aged 20 to 41 and
above who had purchased Yuedpao products through the LINE application. A total of 400
respondents were selected using a convenience sampling method. The sample size was
determined using the formula proposed by W.G. Cochran (1953). A structured questionnaire
was employed as the main data collection instrument. The data analysis was divided into two
parts. The first part involved descriptive statistics, including percentage, mean (X), and
standard deviation (SD), to describe the general characteristics of the sample group. The
second part involved inferential statistics, specifically multiple regression analysis, to examine
the relationships between independent variables and customer satisfaction.

The findings revealed the following: Firstly, marketing mix factors including product,
price, place (distribution channel), promotion, people, and process were found to significantly
influence customer satisfaction in online purchases of the Brand Yuedpao. The multiple
correlation coefficient (RZ) was 0.811, indicating that these factors collectively explained
65.80% of the variance in customer satisfaction, with statistical significance at the 0.01 level.
Secondly, consumer behavior factors namely problem recognition, information search, and
evaluation of alternatives also showed a significant influence on customer satisfaction. The
analysis yielded a multiple correlation coefficient (RZ) of 0.743, suggesting that these factors
explained 55.10% of the variation in customer satisfaction, also with statistical significance at
the 0.01 level Lastly, technology acceptance factors, including perceived ease of use and
perceived usefulness, were found to have a statistically significant effect on customer
satisfaction in the context of online shopping. These findings suggested that customer
satisfaction was not only influenced by product and marketing-related factors but also by the
consumer’s perception and interaction with the technology used for the purchase.

Keywords: Online Purchasing, Satisfaction, Yuedpao Brand
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