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ABSTRAK 

Peineilitiain ini beirtuijuiain uintuik meingeitaihuii peingairuih Kuiailitais Peilaiya inain, Kha is 

Raisai, dain Peingailaimain Beirbeilainjai Seicairai Offllinei Teirhaidaip Keipuituisain Peimbeilia in 

UIlaing Konsuimein Peimpeik Beiringin Paileimbaing,deingain fokuis paidai Peimpe ik 

Beiringin Raidiail Paileimbaing. Jeinis peineilitiain yaing diguinaikain aidailaih kuiaintitaitif 

deiskriptif deingain popuilaisi peineilitiain teirdiri aitais konsuimein Peimpeik Beiringin 

Raidiail Paileimbaing. Saimpeil peineilitiain beirjuimlaih 97 reispondein, yaing dipilih 

meingguinaikain teiknik A Iccideintail Saimpling dain dihituing meingguinaikain Ruimu is 

Leimeishow. Peinguimpuilain daitai dilaikuikain meilailuii kuieisioneir yaing diseibairkain seicaira i 

laingsuing keipaidai konsuimein yaing dija idikain uintuik saimpeil peineilitiain da in 

meingguinaikain ainailisis reigreisi linieiair beirgaindai aidailaih huibuingain seicairai line iair aintairai 

duiai aitaiui leibih vairiaibeil indeipeindein. Beirdaisairkain haisil peineilitiain koeifisiein reigreisi 

vairiaibeil kuiailitais peilaiyainain 0.514. Haisil ini daipait diairtikain aipaibila i vairiaibeil kuiailita is 

peilaiyainain meingailaimi peiningkaitain 1% maikai beisairnyai vairiaibeil keipuituisa in 

peimbeiliain uilaing konsuimein meiningkait seibeisair 0.514 deingain aisuimsi seimuiai vairiaibe il 

indeipeindein laiin konstain. Koeifisiein reigreisi khais raisai seibeisair 0.642. Haisil ini 

meinuinjuikkain vairiaibeil khais raisai meingailaimi peiningkaitain 1% maikai beisairnya i 

vairiaibeil keipuituisain peimbeiliain uilaing konsuimein meiningkait seibeisair 0.642 deinga in 

aisuimsi seimuiai vairiaibeil indeipeindein laiin konstain. Koeifisiein reigreisi peingailaima in 

beirbeilainjai seibeisair 0.768. Haisil ini daipait diairtikain aipaibila i vairiaibeil peingailaima in 

beirbeilainjai meingailaimi peiningkaitain 1% maikai beisairnyai vairiaibeil keipuituisa in 

peimbeiliain uilaing konsuimein meiningkait seibeisair 0.768 deingain aisuimsi seimuiai vairiaibe il 

indeipeindein laiin konstain.  

 

Kata Kunci: Kuiailitais Peilaiyainain, Khais Raisai, Peingailaimain Beirbeilainjai, Keipuituisain  

          Peimbeiliain UIlaing Konsuimein 
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ABSTRACT 

This stuidy aiims to deiteirminei thei influieincei of seirvicei quiaility, distinctivei taistei, aind 

Offlinei shopping eixpeirieincei on consuimeirs' reipuirchaisei deicisions for Peimpe ik 

Beiringin Paileimbaing, with ai focuis on Peimpeik Beiringin Raidiail Paileimbaing. Thei type i 

of reiseiairch uiseid wais deiscriptivei quiaintitaitivei with thei reiseiairch popuilaition 

consisting of consuimeirs of Peimpeik Beiringin Raidiail Paileimbaing. Thei reiseiairch 

saimplei consisteid of 97 reispondeints, seileicteid uising thei AIccideintail Saimpling 

teichniquiei aind cailcuilaiteid uising thei Leimeishow Formuilai. Daitai colleiction wa is 

cairrieid ouit throuigh quieistionnaiireis distribuiteid direictly to consuimeirs who we irei uiseid 

ais reiseiairch saimpleis aind uising muiltiplei lineiair reigreission ainailysis, which is ai lineiair 

reilaitionship beitweiein two or morei indeipeindeint vairiaibleis. Baiseid on thei reiseiairch 

reisuilts, thei reigreission coeifficieint for thei seirvicei quiaility vairiaiblei is 0.514. This 

reisuilt cain bei inteirpreiteid ais if thei seirvicei quiaility vairiaiblei increiaiseis by 1% thein the i 

sizei of thei consuimeir reipuirchaisei deicision vairiaiblei increiaiseis by 0.514 aissuiming aill 

otheir indeipeindeint vairiaibleis airei constaint. Thei typicail taistei reigreission coeifficieint is 

0.642. Theisei reisuilts show thait thei typicail taistei vairiaiblei hais increiaiseid by 1%, so 

thei maignituidei of thei consuimeir reipuirchaisei deicision vairiaiblei hais increiaiseid by 0.642 

aissuiming aill otheir indeipeindeint vairiaibleis airei constaint. Thei shopping eixpeirieince i 

reigreission coeifficieint is 0.768. This reisuilt cain bei inteirpreiteid ais if thei shopping 

eixpeirieincei vairiaiblei increiaiseis by 1% thein thei sizei of thei consuimeir reipuirchaise i 

deicision vairiaiblei increiaiseis by 0.768 aissuiming aill otheir indeipeindeint vairiaibleis aire i 

constaint. 

Keywords: Seirvicei Quiaility, Distinctivei Taistei, Shopping EIxpeirieincei, Consuimeir   

                    Reipuirchaisei Deicision 

 

 

 

 

 

 

 



 

 

ix 

 

DAFTAR ISI 

 
LEMBAR PENGESAHAN SKRIPSI ........................................................................ ii 

LEMBAR PERSETUJUAN SKRIPSI ...................................................................... iii 

PERNYATAAN KEASLIAN SKRIPSI ..................................................................... iv 

LEMBAR REVISI ...................................................................................................... v 

KATA PENGANTAR ................................................................................................. vi 

ABSTRAK ................................................................................................................. vii 

ABSTRACT ............................................................................................................... viii 

DAFTAR ISI .............................................................................................................. ix 

DAFTAR TABEL ...................................................................................................... xii 

DAFTAR GAMBAR ................................................................................................ xiii 

DAFTAR LAMPIRAN ............................................................................................ xiv 

BAB I PENDAHULUAN ............................................................................................ 1 

1.1 Latar Belakang ........................................................................................................ 1 

1.2 Rumusan Masalah ................................................................................................... 8 

1.3 Tujuan Penelitian..................................................................................................... 9 

1.4 Manfaat penelitian ................................................................................................... 9 

BAB II TINJAUAN PUSTAKA ................................................................................ 11 

2.1 Teori Prilaku Konsumen ........................................................................................ 11 

2.2 Kualitas Pelayanan ................................................................................................ 12 

2.2.1 Pengertian Kualitas Pelayanan ..................................................................... 12 

2.2.2 Faktor-Faktor yang Mempengaruhi Kualitas Pelayanan ............................... 13 

2.2.3 Indikator Kualitas Pelayanan ....................................................................... 14 

2.3 Khas Rasa ............................................................................................................. 15 

2.3.1 Pengertian Khas Rasa .................................................................................. 15 

2.3.2 Faktor-faktor yang Mempengaruhi Khas Rasa ............................................. 16 

2.3.3 Indikator Khas Rasa .................................................................................... 18 

2.4 Pengalaman Berbelanja ......................................................................................... 19 

2.4.1 Pengertian Pengalaman Berbelanja .............................................................. 19 

2.4.2 Perbedaan Pengalaman Berbelanja Langsung dan Tidak Langsung .............. 20 

2.4.3 Indikator Pengalaman Berbelanja ................................................................ 22 

2.5 Keputusan Pembelian Ulang.................................................................................. 24 

2.5.1 Pengertian Keputusan Pembelian Ulang ...................................................... 24 

2.5.2 Faktor-Faktor yang Mempengaruhi Keputusan Pembelian Ulang ................. 25 

2.5.3 Indikator Keputusan Pembelian Ulang ......................................................... 26 

2.6 Penelitian Terdahulu .............................................................................................. 27 

2.7 Kerangka Pemikiran .............................................................................................. 32 

2.8 Hipotesis ............................................................................................................... 33 

2.8.1 Kualitas Pelayanan Berpengaruh Positif Terhadap Keputusan Pembelian   

Ulang ................................................................................................................... 34 

2.8.2 Khas Rasa Berpengaruh Positif Terhadap Keputusan Pembelian Ulang ........ 35 

2.8.3 Pengalaman Berbelanja Berpengaruh Positif Terhadap Keputusan Pembelian 

Ulang ................................................................................................................... 35 



 

 

x 

 

2.8.4 Kualitas Pelayanan, Khas Rasa Dan Pengalaman Berbelanja Berpengaruh  

Positif Terhadap Keputusan Pembelian Ulang ...................................................... 36 

BAB III METODOLOGI PENELITIAN ................................................................. 36 

3.1 Ruang Lingkup Penelitian ..................................................................................... 36 

3.2 Objek Penelitian .................................................................................................... 37 

3.3 Waktu dan Tempat Penelitian ................................................................................ 37 

3.4 Batasan Penelitian ................................................................................................. 37 

3.5 Instrumen Penelitian .............................................................................................. 38 

3.6 Jenis dan Sumber Data .......................................................................................... 39 

3.7 Teknik Pengumpulan Data ..................................................................................... 39 

3.8 Populasi dan Sampel ............................................................................................. 41 

3.9 Teknik Analisis Data ............................................................................................. 43 

3.9.1 Uji Kualitas Data ......................................................................................... 43 

3.9.1.1 Uji Validitas .............................................................................................. 43 

3.9.1.2 Uji Reliabilitas .......................................................................................... 44 

3.9.2 Uji Asumsi Klasik ....................................................................................... 44 

3.9.2.1 Uji Normalitas .......................................................................................... 44 

3.9.2.2 Uji Multikolinearitas ................................................................................. 45 

3.9.2.3 Uji Heteroskedastisitas ............................................................................. 45 

3.9.3 Analisis Regresi Linier Berganda ................................................................. 46 

3.9.4 Uji Hipotesis ............................................................................................... 47 

3.9.4.1 Uji Parsial (Uji t) ...................................................................................... 47 

3.9.4.2 Uji Simultan (Uji F) .................................................................................. 48 

3.9.4.3 Uji Koefisien Korelasi (Uji R) .................................................................. 49 

3.9.4.4 Uji Koefisien Determinasi (Uji R²) ........................................................... 49 

3.10 Definisi Operasional dan Pengukuran Variabel .................................................... 49 

3.10.1 Variabel Independen (Variabel Bebas) ........................................................ 49 

3.10.2 Variabel Dependen (Variabel Terikat) ......................................................... 50 

BAB IV HASIL DAN PEMBAHASAN .................................................................... 53 

4.1 Gambaran Umum Perusahaan ............................................................................... 53 

4.1.1 Profil Perusahaan ......................................................................................... 53 

4.1.2 Visi dan Misi ............................................................................................... 54 

4.1.3 Struktur Organisasi ...................................................................................... 55 

4.2 Hasil Penelitian ..................................................................................................... 57 

4.2.1 Karakteristik Responden Berdasarkan Jenis Kelamin ................................... 59 

4.2.2 Karakteristik Responden Berdasarkan Usia.................................................. 59 

4.2.3 Karakteristik Responden Berdasarkan Pekerjaan ......................................... 60 

4.3 Analisis Deskriptif ................................................................................................. 61 

4.3.1 Deskripsi Tanggapan Responden Tentang Kualitas Pelayanan (X₁) .............. 61 

4.3.2 Deskripsi Tanggapan Responden Tentang Khas Rasa (X2) ........................... 63 

4.3.3 Deskripsi Tanggapan Responden Tentang Pengalaman Berbelanja (X3) ....... 65 

4.3.4 Deskripsi Tanggapan Responden Tentang Keputusan pembelian Ulang (Y) . 67 

4.4 Analisis Hasil Penelitian ........................................................................................ 69 

4.4.1 Hasil Uji Kualiitas Data ............................................................................... 69 

4.4.1.1 Uji Validitas .............................................................................................. 69 

4.4.1.2 Uji Reliabilitas .......................................................................................... 71 



 

 

xi 

 

4.4.2 Hasil Uji Asumsi Klasik .............................................................................. 72 

4.4.2.1 Uji Normalitas .......................................................................................... 72 

4.4.2.2 Uji Multikolinearitas ................................................................................. 74 

4.2.2.3 Uji Heteroskedastisitas ............................................................................. 75 

4.4.3 Analisis Regresi Linier Berganda ................................................................. 76 

4.4.4 Hasil Uji Hipotesis ...................................................................................... 78 

4.4.4.1 Uji Parsial (Uji t) ...................................................................................... 78 

4.4.4.2 Uji Simultan (Uji F) .................................................................................. 80 

4.4.4.3 Uji Koefisien Korelasi dan Determinasi .................................................... 81 

4.5 Pembahasan .......................................................................................................... 82 

4.5.1 Pengaruh Kualitas Pelayanan Terhadap Keputusan Pembelian Ulang ........... 82 

4.5.2 Pengaruh Khas Rasa Terhadap Keputusan Pembelian Ulang ........................ 83 

4.5.3 Pengaruh Pengalaman Berbelanja Terhadap Keputusan Pembelian Ulang .... 84 

4.5.4 Pengaruh Kualitas Pelayanan, Khas Rasa dan Pengalaman Berbelanja Secara 

OfflineTerhadap Keputusan Pembelian Ulang ....................................................... 85 

BAB V KESIMPULAN DAN SARAN ..................................................................... 87 

5.1 Kesimpulan ........................................................................................................... 87 

5.2 Saran ..................................................................................................................... 89 

5.3 Implikasi Penelitian ............................................................................................... 89 

DAFTAR PUSTAKA................................................................................................. 91 

LAMPIRAN-LAMPIRAN ........................................................................................ 95 

1. Kuesioner Penelitian ............................................................................................... 95 

2. Kartu Bimbingan ................................................................................................... 101 

3. Tabulasi Data ........................................................................................................ 103 

4. Hasil Olah Data ..................................................................................................... 106 

5. Bukti Hadir Seminar Proposal Skripsi ................................................................... 125 

6. Surat Izin Penelitian Dari Fakultas ........................................................................ 126 

7. Surat Balasan Dari Pempek Beringin Palembang ................................................... 128 

8. Surat Bebas Pustaka .............................................................................................. 129 

 

 
 

 

 

 

 

 



 

 

xii 

 

DAFTAR TABEL 

Tabel 1. 1 Cabang Pempek Beringin di Palembang............................................... 3 

Tabel 1. 1 Kompetitor Pempek Beringin di Palembang......................................... 3 

Tabel 2. 1 Penelitian Terdahulu .......................................................................... 28 

Tabel 3. 1 Populasi Penelitian ............................................................................ 41 

Tabel 3. 2 Definisi Operasional Variabel  ........................................................... 50 

Tabel 3. 3 Skala Alternatif .................................................................................. 52 

Tabel 4. 1 Responden Bedasarkan Jenis Kelamin ............................................... 59 

Tabel 4. 2 Responden Berdasarkan Usia ............................................................. 59 

Tabel 4. 3 Responden Berdasarkan Pekerjaan ..................................................... 60 

Tabel 4. 4 Tanggapan Responden Variabel Kualitas Pelayanan (X₁) .................... 61 

Tabel 4. 5 Tanggapan Responden Variabel Khas Rasa (X2) ................................. 63 

Tabel 4. 6 Tanggapan Responden Variabel Pengalaman Berbelanja (X3)............. 65 

Tabel 4. 7 Tanggapan Responden Variabel Keputusan Pembelian Ulang (Y) ...... 59 

Tabel 4. 8 Hasil Uji Validitas Kualitas Pelayanan (X1) ........................................ 69 

Tabel 4. 9 Hasil Uji Validitas Khas Rasa (X2) ..................................................... 70 

Tabel 4. 10 Hasil Uji Validitas Pengalaman Berbelanja (X3) ............................... 70 

Tabel 4. 11 Hasil Uji Validitas Keputusan Pembelian Ulang (Y) ......................... 71 

Tabel 4. 12 Hasil Uji Reliabilitas ........................................................................ 71 

Tabel 4. 13 Hasil Uji Normalitas ........................................................................ 72 

Tabel 4. 14 Hasil Uji Multikolinieritas ............................................................... 75 

Tabel 4. 15 Hasil Heteoskedastisitas ................................................................... 75 

Tabel 4. 16 Hasil Analisis Regresi Linier Berganda ............................................ 77 

Tabel 4. 17 Hasil Uji Parsial (Uji t) .................................................................... 69 

Tabel 4. 18 Hasil Uji Simultan (Uji F) ................................................................ 80 

Tabel 4. 19 Hasil Uji Koefisien Korelasi dan Koefisien Determinasi .................. 81 

  

 

 

 

 

 

 

 

 

 

 

 



 

 

xiii 

 

DAFTAR GAMBAR 

Gambar 1. 1 Gafik Konsumen Pempek. ............................................................... 4 

Gambar 2. 1 Kerangka Pemikiran ...................................................................... 33 

Gambar 4. 1 Struktur Organisasi ........................................................................ 55 

Gambar 4. 2 Gambar Histogram Uji Normalitas ................................................. 73 

Gambar 4. 3 Grafik Normal P-P Plot Residual ................................................... 74 

Gambar 4. 4 Grafik Normal Scatterplot .............................................................. 76 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

xiv 

 

DAFTAR LAMPIRAN 

1. Kuesioner Penelitian ...................................................................................... 95 

2. Kartu Bimbingan ........................................................................................ 1011 

3. Tabulasi Data ............................................................................................. 1033 

4. Hasil Olah Data ............................................................................................ 106 

5. Bukti Hadir Seminar Proposal Skripsi ........................................................ 1255 

6. Surat Izin Penelitian Dari Fakultas ............................................................. 1266 

7. Surat Balasan Dari Pempek Beringin Palembang........................................ 1287 

8. Surat Bebas Pustaka ................................................................................. 12928 

 

 


	LEMBAR PENGESAHAN SKRIPSI
	LEMBAR PERSETUJUAN SKRIPSI
	PERNYATAAN KEASLIAN SKRIPSI
	LEMBAR REVISI
	KATA PENGANTAR
	ABSTRAK
	ABSTRACT
	DAFTAR ISI
	DAFTAR TABEL
	DAFTAR GAMBAR
	DAFTAR LAMPIRAN

