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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan 

(Servqual) terhadap keputusan pembelian, pembelian ulang, dan loyalitas 

pelanggan pada industri ritel. Latar belakang penelitian didasari oleh persaingan 

industri ritel yang semakin ketat, di mana kualitas layanan menjadi faktor krusial 

dalam membentuk perilaku konsumen secara berkelanjutan. Metode penelitian 

menggunakan pendekatan kuantitatif dengan Structural Equation Modeling (SEM) 

untuk menguji hubungan kausal antarvariabel. Data dikumpulkan melalui 

kuesioner dengan sampel sebanyak 110 responden yang memenuhi kriteria 

penelitian. Hasil analisis menunjukkan bahwa kualitas pelayanan berpengaruh 

positif dan signifikan terhadap keputusan pembelian, namun keputusan pembelian 

tidak berpengaruh signifikan terhadap pembelian ulang. Sebaliknya, pembelian 

ulang terbukti berpengaruh positif dan signifikan terhadap loyalitas pelanggan. 

Temuan ini menunjukkan bahwa meskipun kualitas pelayanan mampu membentuk 

keputusan pembelian awal, diperlukan strategi tambahan seperti kartu member 

untuk pelanggan tetap, sistem poin belanja, promosi bundling, dan layanan 

pemesanan online untuk meningkatkan pembelian ulang serta membangun loyalitas 

pelanggan jangka panjang. 

Kata Kunci - Servqual, Keputusan Pembelian, Pembelian Ulang, Loyalitas 

Pelanggan, Structural Equation Modeling (SEM) 
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ABSTRACT 

This study aims to analyze the effect of service quality (Servqual) on purchase 

decisions, repurchases, and customer loyalty in the retail industry. The research is 

motivated by the increasingly competitive retail industry, where service quality 

plays a crucial role in shaping sustainable consumer behavior. A quantitative 

approach was employed using Structural Equation Modeling (SEM) to examine 

causal relationships between variables. Data were collected through questionnaires 

from 110 respondents who met the study criteria. The results indicate that service 

quality has a positive and significant effect on purchase decisions; however, 

purchase decisions do not significantly influence repeat purchases. Conversely, 

repeat purchases have a positive and significant effect on customer loyalty. These 

findings suggest that while service quality effectively drives initial purchase 

decisions, additional strategies—such as membership cards for repeat customers, 

shopping points systems, bundling promotions, and online ordering services are 

required to encourage repeat purchases and foster long-term customer loyalty. 

Keywords - Servqual, Purchase Decisions, Repeat Purchase, Customer Loyalty, 

Structural Equation Modeling (SEM) 


	d6534b9dffb8453ad366911ca7510f92c21c950f2992302f214337bf6bf14be4.pdf
	e3a067ee4198364dc7666a1f1be3c16d5f470c66e6a48bb625f4a4a9fd01cb8d.pdf

