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ABSTRACT 

 

This study is to determine the effect of service quality on repurchase intention through 

customer satisfaction on chatime drinks. The object of this research is the customer of 

Chatime drinks in Surabaya. This research is a type of quantitative research. The population 

in this study are customers who have visited Chatime outlets in Surabaya with a total of 100 

customers. The technique used in collecting this data is using a survey technique through the 

distribution of questionnaires. In this study, 100 questionnaires were distributed to 

customers who had visited Chatime outlets. The data used in this study is primary data. 

Hypothesis testing in this study uses the analysis and application of SPSS version 18. 

The results of this study indicate that all variables in this study service quality have a 

positive and significant effect on repurchase intention, service quality has a positive and 

significant effect on customer satisfaction, and customer satisfaction has a positive and 

significant effect on repurchase intention, while the results of the study customer satisfaction 

are unable to mediate the effect of service quality on repurchase intention. 

 

Keywords: Service Quality, Repurchase Intention, and Customer Satisfaction. 
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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh service quality terhadap 

repurchase intention melalui customer satisfaction pada minuman chatime. Objek dari 

penelitian ini adalah customer minuman Chatime yang ada di Surabaya. Penelitian ini 

merupakan jenis penelitian kuantitatif. Populasi dalam penelitian ini adalah pelanggan yang 

pernah berkunjung di gerai Chatime yang ada di Surabaya dengan jumlah kisaran 100 

pelanggan. Teknik yang digunakan dalam pengumpulan data ini yaitu menggunakan teknik 

survey melalui penyebaran kuesioner. Dalam penelitian ini disebarkan sebanyak 100 

kuesioner kepada pelanggan yang pernah berkunjung di gerai Chatime. Data yang digunakan 

dalam penelitian ini adalah data primer. Pengujian hipotesis dalam penelitian ini 

menggunakan analisis dan aplikasi SPSS versi 18.  

Hasil penelitian ini menunjukkan bahwa semua variabel Pada penelitian ini service 

quality berpengaruh positif dan signifikan tehadap repurchase intention, service quality 

berpengaruh positif dan signifikan tehadap customer satisfaction, dan customer satisfaction 

berpengaruh positif dan signifikan tehadap repurchase intention, sedangkan Pada hasil 

penelitian customer satisfaction tidak mampu memediasi pengaruh service quality terhadap 

repurchase intention. 

 

Kata kunci: Service Quality, Repurchase Intention, Dan Customer Satisfaction .  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



x 

 

DAFTAR ISI 

 

HALAMAN SAMPUL ............................................................................................................ i  

SURAT PERNYATAAN ........................................................................................................ ii 

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

HALAMAN PENGESAHAN SKRIPSI ................................................................................ iv 

HALAMAN PERSETUJUAN PERNYATAAN PUBLIKASI TUGAS AKHIR UNTUK 

KEPENTINGAN AKADEMIS ................................................................................................ v 

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

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

ABSTRAK ............................................................................................................................. ix 

DAFTAR ISI ............................................................................................................................ x 

Daftar Tabel ........................................................................................................................... xii 

Daftar Gambar ...................................................................................................................... xiii 

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

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

1.2 Rumusan Masalah .......................................................................................................... 3 

1.3 Tujuan Penelitian ........................................................................................................... 3 

1.4 Manfaat Penelitian ......................................................................................................... 4 

1.5 Batasan Masalah ............................................................................................................ 4 

BAB II TINJAUAN PUSTAKA .............................................................................................. 5 

2.1 Tinjauan Empiris ............................................................................................................ 5 

2.2 Tinjauan Teoritis .......................................................................................................... 14 

2.2.1 Service Quality (Kualitas layanan) ....................................................................... 14 

2.2.2 Repurchase Intention (Pembelian ulang) .............................................................. 17 

2.2.3 Customer Satisfaction (Kepuasan konsumen) ...................................................... 18 

2.3 Kerangka Berpikir ........................................................................................................ 21 

BAB III METODE PENELITIAN ......................................................................................... 24 

3.1 Pendekatan Penelitian .................................................................................................. 24 

3.2 Objek Penelitian ........................................................................................................... 24 

3.2.1 Populasi ................................................................................................................ 24 

3.2.2 Sampel .................................................................................................................. 24 

3.3 Jenis, Sumber dan Teknik Pengumpulan Data ............................................................. 25 

3.3.1 Jenis Data .............................................................................................................. 25 



xi 

 

3.3.2 Sumber Data ......................................................................................................... 25 

3.3.3 Teknik Pengumpulan Data .................................................................................... 25 

3.4 Definisi Oprasional ...................................................................................................... 25 

3.5 Teknik Pengujian Instrumen ........................................................................................ 31 

3.6 Teknik Analisis Data .................................................................................................... 32 

3.6.1 Analisis Deskriptif ................................................................................................ 32 

3.6.2 Uji Asumsi Klasik ................................................................................................. 33 

3.6.3 Analisis Jalur/ Path Analysis ................................................................................ 33 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ........................................................ 36 

4.1 Gambaran Umum Obyek Penelitian ............................................................................ 36 

4.2 Analisis Statistik Deskriptif ......................................................................................... 36 

4.3 Asumsi Klasik .............................................................................................................. 43 

4.4 Uji Koefisien Determinasi (R
2
) .................................................................................... 46 

4.5 Path Analysis (Analisis Jalur) ...................................................................................... 48 

4.6 Pembahasan .................................................................................................................. 50 

4.6.1 Pengaruh Service Quality Terhadap Repurchase Intention ................................... 50 

4.6.2 Pengaruh Service Quality Terhadap Customer Satisfaction ................................. 50 

4.6.3 Pengaruh Customer Satisfaction Terhadap Repurchase Intention ........................ 51 

4.6.4 Customer Satisfaction dalam Memediasi Pengaruh Service Quality Terhadap 

Repurchase Intention ..................................................................................................... 51 

BAB V KESIMPULAN DAN SARAN ................................................................................. 52 

5.1 SIMPULAN ................................................................................................................. 52 

5.2 KETERBATASAN PENELITIAN .............................................................................. 52 

5.3 SARAN ........................................................................................................................ 53 

DAFTAR PUSTAKA ............................................................................................................. 54 

 

 

 

 

 

 

 



xii 

 

 

Daftar Tabel 

 

Tabel 1. 1Data survei top brand award kategori minuman bubble .......................................... 3 
 

Tabel 2. 1 Penelitian terdahulu ................................................................................................. 8 
 

Tabel 3. 1 skala pengukuran likert.......................................................................................... 26 
Tabel 3. 2 skala pengukuran likert.......................................................................................... 27 
Tabel 3. 3 skala pengukuran likert.......................................................................................... 28 
Tabel 3. 4 Tabel Operasional Variabel ................................................................................... 28 
 

Tabel 4. 1Karakteristik Responden Berdasarkan Jenis Kelamin ............................................ 36 
Tabel 4. 2 Karakteristik Responden Berdasarkan Usia .......................................................... 37 
Tabel 4. 3 Karakteristik Responden Berdasarkan Kunjungan ................................................ 38 
Tabel 4. 4 Kelas Interval ........................................................................................................ 38 
Tabel 4. 5 Distribusi Frekuensi Tanggapan Responden Terhadap Service Quality (SQ) ....... 39 
Tabel 4. 6 Analisis Deskriptif Tanggapan Responden Terhadap Repurchase Intention (RI) . 40 
Tabel 4. 7 Analisis Deskriptif Tanggapan Responden Customer Satisfaction (CS) ............... 41 
Tabel 4. 8 Hasil Uji Validitas ................................................................................................. 42 
Tabel 4. 9 Hasil Uji Reliabilitas ............................................................................................. 43 
Tabel 4. 10 Hasil uji One-Sample Kolmogorov-Smirnov Test (Model 1) ............................. 43 
Tabel 4. 11 Hasil uji One-Sample Kolmogorov-Smirnov Test (Model 2) ............................. 44 
Tabel 4. 12 Hasil Uji Koefisien Determinasi (R

2
) (model 1) ................................................. 46 

Tabel 4. 13 Hasil Uji Koefisien Determinasi (R
2
) (model 2) ................................................. 47 

Tabel 4. 14 Hasil Uji Hipotesis .............................................................................................. 47 
Tabel 4. 15 Model 1 ............................................................................................................... 48 
Tabel 4. 16 Model 2 ............................................................................................................... 49 
 

 

 

 

 

 

 

 

 



xiii 

 

Daftar Gambar 

 

Gambar 1 Hasil uji heteroskedasitas (model 1) ...................................................................... 46 
 

Gambarr 4. 1 Hasil uji heteroskedasitas (model 1) ................................................................. 46 
Gambarr 4. 2 Hasil uji heteroskedasitas (model 2) ................................................................. 46 
Gambarr 4. 3 diagram jalur .................................................................................................... 50 

file:///C:/Users/USER/Documents/FILE%20SKRIPSIIIII/REAL%20SKRIPSI%20MUHAMMAD%20SAPTO%20BRAMANTYO%2001218090%20newnewnew.docx%23_Toc116254901
file:///C:/Users/USER/Documents/Skripsi/refrns%20jurnl%20hipotesa%201/PROPOSAL%20SKRIPSI%20BRAM%2001218090%20newnewnew.docx%23_Toc110932822
file:///C:/Users/USER/Documents/Skripsi/refrns%20jurnl%20hipotesa%201/PROPOSAL%20SKRIPSI%20BRAM%2001218090%20newnewnew.docx%23_Toc110932823

