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ABSTRAK

Nadia Nurfadilah, 2013; Pengaruh Persepsi Kualitas Pelayanan dan
Persepsi Nilai Terhadap Minat Beli Ulang Konsumen McDonald’s (McD)
Plaza Arion. Skripsi, Jakarta: Konsentrasi Manajemen Pemasaran, Program
Studi S1 Manajemen, Jurusan Manajemen, Fakultas Ekonomi, Universitas
Negeri Jakarta.

Tujuan penelitian ini adalah: 1) untuk mengetahui deskripsi / gambaran dari
persepsi kualitas pelayanan , persepsi nilai, dan minat beli ulang konsumen restoran
McD, 2) untuk menguji secara empiris pengaruh persepsi kualitas pelayanan
terhadap minat beli ulang konsumen restoran McD, 3) untuk menguji secara
empiris pengaruh persepsi nilai terhadap minat beli ulang konsumen restoran McD,
4) untuk menguji secara empiris pengaruh persepsi kualitas pelayanan dan persepsi
nilai secara bersama-sama terhadap minat beli ulang konsumen restoran McD.
Objek penelitian ini konsumen yang minimal sudah dua kali makan di McD Plaza
Arion sejumlah 100 orang. Jenis penelitian ini adalah deskriptif dan kausal. Hasil
pengujian deskriptif menunjukkan konsumen merasa kualitas pelayanan dan nilai
yang diberikan McD Plaza Arion masih kurang sehingga konsumen belum cukup
memiliki minat beli ulang terhadap McD. Hasil pengujian hipotesis menunjukkan:
1) adanya pengaruh yang signifikan dari persepsi kualitas pelayanan terhadap minat
beli ulang (23.9%), 2) adanya pengaruh yang signifikan dari persepsi nilai terhadap
minat beli ulang (36.3%), 3) persepsi kualitas pelayanan dan persepsi nilai secara
bersama-sama berpengaruh terhadap minat beli ulang konsumen (39.1%).

Kata kunci: persepsi kualitas pelayanan, persepsi nilai, minat beli ulang.



ABSTRACT

Nadia Nurfadilah, 2013; The Influence of Perceived Service Quality and
Perceived Value toward Repurchase Intention of McDonald’s Consumer at Arion
Plaza. Skripsi, Jakarta: Marketing Management Concentration, Management
Study Program, Department of Management, Faculty of Economics, State
University of Jakarta.

The purpose of this research are: 1) to know the description of perceived service
quality, perceived value, and repurchase intention of McD’s consumers 2) test
empirically the influence of perceived service quality toward repurchase intention
of McD’s consumers, 3) test empirically the influence of perceived value toward
repurchase intention of McD’s consumers,4) test empirically the influence of
perceived service quality and perceived value toward repurchase intention of
McD'’s consumers. Object of the research is the consumers who has came to McD
Arion Plaza minimum twice time. This is a descriptive and causal research. The
result of descriptive test shows that perceived service quality and perceived value
of McD Arion Plaza are still less so that the repurchase intention of consumers also
less. The hypothesis test shows: 1) there is significant influence from perceived
service quality to repurchase intention (23.9%), 2) there is significant influence
from perceived value to repurchase intention (36.3%), 3) there is significant
influence from perceived service quality and perceived value to repurchase
intention (39.1%).

Keywords: perceived service quality, perceived value, repurchase intention.
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