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INTISARI 

 

Penelitian ini bertujuan menganalisis pengaruh persepsi kualitas pelayanan 
terhadap niat pembelian ulang. Selain itu juga dilakukan pengujian pengaruh kualitas 
pelayanan terhadap niat pembelian ulang dengan kepuasan konsumen sebagai 
variabel pemoderasi. Objek dalam penelitian adalah Markaz Swalayan Yogyakarta 
dan subyeknya adalah konsumen Markaz Swalayan Yogyakarta. Data penelitian 
diperoleh melalui penyebaran angket kepada 100 orang konsumen Markaz Swalayan 
Yogyakarta. Analisis data dilakukan dengan menggunakan model moderat regression 
analysis (MRA). 

Hasil pengujian regresi menunjukkan: persepsi kualitas layanan berpengaruh 
positif dan signifikan terhadap niat pembelian ulang konsumen Markaz Swalayan 
Yogyakarta. Pengujian menggunakan MRA menunjukkan pengaruh kualitas layanan 
terhadap niat pembelian ulang pada Markaz Swalayana Yogyakarta dimoderasi oleh 
kepuasan pelanggan. 

 
 

 
Kata kunci:  kualitas layanan, kepuasan konsumen dan niat pembelian ulang. 
 

 

 

 

 

 

 

 

 

 

 

 

 



 vii

 
ABSTRACT 

 
This research aims to analyze the effect of perception on quality of service to 

repurchase motive. Besides, there was a test on the effect of quality of service to 
repurchase intention with customer satisfaction as moderation variable. The object of 
this research is Markaz Supermarket Yogyakarta and the subject is the customers of 
this supermarket. Data was collected through questionnaire to 100 customers of 
Markaz Supermarket Yogyakarta. In analyzing the data, the writer employed 
Moderate Regression Analysis (MRA) model.  

Based on the regression test, the result shows that perception on quality of 
service is positive and significant upon repurchase motive among the customers of 
Markaz Supermarket Yogyakarta. Based on the MRA test, the result indicates that the 
effect of quality of service to repurchase motive on Markaz Supermarket Yogyakarta 
is moderated by the customer satisfaction. 
 
 
Keywords: quality of service, customer satisfaction, and repurchase motive 
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