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ABSTRAK 
 
Zaki Nugraha, 2011: Pengaruh Kualitas Layanan dan Persepsi Harga 

terhadap Proses Keputusan Pembelian: Survei pada Konsumen Jasa 
Pemeliharaan Mobil Mercedes Benz di PT Mercindo Autorama Mercedes Benz. 
Pembimbing : Dr Mohamad Rizan, SE., MM., Dra  Basrah Saidani, M.Si.  
 
Tujuan dari penelitian ini adalah untuk mendeskripsikan kualitas layanan dan 
persepsi harga dari PT Mercindo Autorama serta proses keputusan pembelian.  
Tujuan  kedua  adalah  menguji pengaruh antara kualitas layanan terhadap proses 
keputusan pembelian jasa perawatan dan perbaikan mobil di PT Mercindo 
Autorama. Tujuan ketiga  menguji pengaruh antara persepsi harga terhadap proses 
keputusan pembelian jasa perawatan dan perbaikan mobil di PT Mercindo 
Autorama. Dan tujuan keempat adalah  menguji pengaruh antara kualitas layanan 
dan persepsi harga secara simultan terhadap proses keputusan pembelian jasa 
perawatan dan perbaikan mobil di PT Mercindo Autorama. Penelitian ini 
menggunakan  metode  deskriptif dan konklusif. Sampel yang diambil adalah 
pelanggan yang melakukan pembelian jasa perawatan dan perbaikan di PT 
Mercindo Autorama sejumlah 167  responden. Hasil dari penelitian ini adalah  
variabel dan dimensi dari kualitas layanan  berpengaruh secara signifikan terhadap 
proses keputusan pembelian. Variabel dan dimensi dari persepsi harga 
berpengaruh secara signifikan terhadap proses keputusan pembelian. Hasil 
pengujian hipotesis melalui uji determinasi menunjukkan: 1) Pengaruh variabel 
kualitas layanan terhadap variabel proses keputusan pembelian sebesar 19.1%.; 2) 
Pengaruh variabel persepsi harga terhadap proses keputusan pembelian 21.0%; 3) 
Pengaruh variabel kualitas layanan dan persepsi harga secara simultan terhadap 
variabel proses keputusan pembelian  28.6%. Sedangkan  sisanya  sebesar 71.4% 
dipengaruhi atau  dijelaskan oleh variabel  lain yang tidak dimasukan dalam 
model penelitian ini.      
 
Kata  kunci:  kualitas layanan, persepsi harga, proses keputusan pembelian. 
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                              ABSTRACT  
 

  Zaki Nugraha, 2011: Influence of Service Quality and Price Perceptions 
of Buying Decision Process: Consumer Survey on Maintenance Services at PT 
Mercindo Autorama. Supervisor: Dr. Mohamad Rizan, SE., MM., Dra Basra 
Saidani,M.Si.  
 
The purpose of this study was to describe perceptions of service quality and price 
of PT Mercindo Autorama and the purchase decision. The second objective was to 
test the effect of quality of service on the purchase decision process of 
maintenance and repair services of cars in PT Mercindo Autorama. The third 
objective to test the effect of price perception on the purchase decision process of 
maintenance and repair services of cars in PT Mercindo Autorama. And the 
fourth objective is to examine the influence of perceptions of service quality and 
price simultaneously on the purchase decision process maintenance and repair 
services of cars in PT Mercindo Autorama. This research uses descriptive method 
and conclusive. Samples taken are the customers who purchase maintenance and 
repair services at PT Mercindo Autorama number of 167 respondents. The results 
of this study was variable and the dimensions of service quality significantly 
influence the purchase decision process. Variables and dimensions of price 
perceptions significantly influence the purchase decision process. The results of 
hypothesis testing through determination tests showed: 1) Effect of variable 
quality of service to the purchase decision process variables of 19.1%.; 2) Effect 
of variable price perceptions to the purchase decision process of 21.0%; 3) The 
impact quality of service and price perception variables simultaneously to the 
purchase decision process variable rates 28.6%. While the rest of 71.4% 
influenced or explained by other variables that are not included in  research.  
 
Key words: quality of service, price perception, purchase decision process. 
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