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ABSTRAK

PENGARUH BRAND-IMAGE, KUALITAS PELAYANAN, CUSTOMER
EXPERIENCE, KUALITAS PRODUK, CUSTOMER SATISFATION,
TERHADAP REPURCHASE INTENTION (STUDI PADA LAYANAN

TRANSPORTASI ONLINE SHOPEEFOOD DI KUDUS)

Hasan Mubarak
2018-11-609
Pembimbing 1 : Dr. Supriyono., SE., MM.
Pembimbing 2 : Hutomo Rusdianto, S.E., MBA., AWM., QWM.
UNIVERSITAS MURIA KUDUS
FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN

Penelitian ini memiliki tujuan untuk menguji pengaruh brand image,
kualitas pelayanan, customer experience, kualitas produk, customer satisfation
terhadap repurchase intention pada pengguna layanan ShopeeFood di Kudus.
Dalam penelitian ini diajukan variabel bebas yakni brand image, kualitas
pelayanan, customer experience, kualitas produk, customer satisfation serta
variabel terikatnya yaitu repurchase intention. Penelitian ini menggunakan
penelitian kuantitatif dengan objek penelitian pengguna layaan ShopeeFood di
Kudus. Pengolahan data menggunakan SPSS versi 26 yang merupakan program
komputer untuk statistika dengan alasan untuk memudahkan proses pengolahan
data. Analisis instrumen yang digunakan adalah uji validitas dan uji reliabilitas.
Analisis data yang digunakan adalah uji normalitas, uji multikolinearitas, uji
heteroskedastisitas, uji statistik deskriptif, analisis regresi, uji t, uji f, dan koefisien
determinasi (Adjusted R2).

Hasil penelitian menunjukkan bahwa: (1) terdapat pengaruh positif dan
signifikan brand image terhadap repurchase intention, (2) terdapat pengaruh
positif dan signifikan kualitas pelayanan terhadap repurchase intention, (3)
terdapat pengaruh positif dan signifikan customer experience terhadap repurchase
intention, (4) terdapat pengaruh positif dan signifikan kualitas produk terhadap
repurchase intention, (5) terdapat pengaruh positif dan signifikan customer
satisfation terhadap repurchase intention, (6) terdapat pengaruh positif dan
signifikan brand image, kualitas pelayanan, customer experience, kualitas produk,
customer satisfation secara bersama-sama terhadap repurchase intention.

Kata kunci : BRAND-IMAGE, KUALITAS PELAYANAN, CUSTOMER
EXPERIENCE, KUALITAS PRODUK, CUSTOMER SATISFATION,
REPURCHASE INTENTION
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ABSTRACT

THE INFLUENCE OF BRAND-IMAGE, SERVICE QUALITY,
CUSTOMER EXPERIENCE, PRODUCT QUALITY, CUSTOMER
SATISFATION, ON REPURCHASE INTENTION (STUDY ON ONLINE
SHOPEEFOOD TRANSPORTATION SERVICES IN KUDUS)

Hasan Mubarak
2018-11-609
Advisor 1 : Dr. Supriyono., SE., MM.
Supervisor 2 : Hutomo Rusdianto, S.E., MBA., AWM., QWM.
MURIA HOLY UNIVERSITY

FACULTY OF ECONOMICS AND BUSINESS MANAGEMENT STUDY
PROGRAM

This study aims to examine the effect of brand image, service quality,
customer experience, product quality, customer satisfaction on repurchase
intention among users of ShopeeFood services in Kudus. In this study, the
independent variables are proposed, namely brand image, service quality,
customer experience, product quality, customer satisfaction and the dependent
variable, namely repurchase intention. This research uses quantitative research
with research objects of ShopeeFood service users in Kudus. Data processing
uses SPSS version 26 which is a computer program for statistics with the reason
of facilitating data processing. Analysis of the instruments used are the validity
test and reliability test. Data analysis used was the normality test,
multicollinearity test, heteroscedasticity test, descriptive statistical test, regression
analysis, t test, f test, and the coefficient of determination (Adjusted R2).

The results of the study show that: (1) there is a positive and significant
influence of brand image on repurchase intention, (2) there is a positive and
significant effect of service quality on repurchase intention, (3) there is a positive
and significant effect of customer experience on repurchase intention, (4) there is
a positive and significant effect of product quality on repurchase intention, (5)
there is a positive and significant effect of customer satisfaction on repurchase
intention, (6) there is a positive and significant effect of brand image, service
quality, customer experience, product quality, customer satisfaction together the
same for repurchase intention.

Keywords : BRAND-IMAGE, SERVICE QUALITY, CUSTOMER
EXPERIENCE, PRODUCT QUALITY, CUSTOMER SATISFATION,
REPURCHASE INTENTION
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