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INTISARI

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan yang
meliputi bukti fisik, kehandalan, daya tanggap, jaminan serta empati terhadap niat
beli ulang. Metode pengambilan sampel menggunakan purposive sampling.
Responden dalam penelitian ini adalah konsumen yang pernah membeli produk di
kafe G’bol minimal sebanyak 2 kali pembelian yang berjumlah 100 orang. Data
diperoleh melalui data primer dengan cara mengajukan kuesioner kepada
responden. Analisis data yang dilakukan menggunakan analisis regresi berganda,
uji hipotesis serentak (uji F), uji hipotesis parsial (uji t) uji moderasi, dan
koefisien determinasi (R?).

Hasil penelitian menunjukkan bahwa terdapat pengaruh positif dan
signifikan dari variabel bukti fisik, kehandalan, daya tanggap, jaminan serta
empati, baik secara simultan maupun parsial terhadap niat beli ulang. Sedangkan,
variabel kepuasan tidak memoderasi pengaruh antara kualitas layanan yang terdiri
dari bukti fisik, kehandalan, daya tanggap, jaminan serta empati terhadap niat beli
ulang.

Kata kunci : bukti fisik, kehandalan, daya tanggap, jaminan, empati, kepuasan
serta niat beli ulang

vii



ABSTRACT

This research having a purpose to know influence of service quality which
consist of tangible, reliability, responsiveness, assurance and empathy to
repurchasing intention. The sample collected using purposive sampling method.
Responder in this research is consumer who which ever minimize twice
purchasing product in G’bol cafe amounting to 100 people. Data obtained
through primary data by sharing questionnaire to responder. Analyze data
conducting by using double analysis regression, the hypothesis simultaneously
test (F-test), the hypothesis partial test (t-test), moderating regression analysis
(MRA) and coefficient determinacy (R%).

Result of this research according double regression analysis indicates that
there are influence are positive and significant between tangible, reliability,
responsiveness, assurance and empathy to repurchasing intention simultaneously
and partially. While according to result of moderating regression analysis show
that satisfaction not moderating of influence quality service which consist of
tangible, reliability, responsiveness, assurance, and empathy to repurchasing
intention.

Keywords: tangible, reliability, responsiveness, assurance, empathy, satisfaction
and repurchasing intention
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