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ABSTRAK

‘Dendhanu May Subagja / 23199095/ 2024 / Pengaruh Kualitas Layanan dan Kualitas
gPrOduk Terhadap Keputusan Pembelian Pada Mcdonald’s Citragarden 6, Jakarta Barat /
SPemblmblng Dr. Drs. Tony Sitinjak, M.M.,

I

%Upﬁuk memenuhi kebutuhan mendasar yaitu makanan dan minuman, banyak perusahaan
vpemyedla barang dan jasa menawarkan berbagai macam variasi demi memenuhi segala
gp&ﬂmntaan konsumen sehingga muncul fenomena restoran cepat saji salah satunya yaitu
@MgDonald’s. Semakin ketatnya persaingan restoran fast food, membuat McDonald’s
gdlgmtut agar bergerak lebih cepat dalam hal menarik konsumen. Sehingga McDonald’s
-datam menerapkan manajemen pemasaran perlu mencermati prilaku konsumen dan faktor-
ifagtor yang mempengaruhi keputusan pembeliannya dalam usaha-usaha pemasaran dari
gprgduk yang di pasarkan

uaw bu

gTé)ri yang digunakan dalam penelitian ini adalah teori kualitas layanan, teori kualitas
gp@duk dan teori keputusan pembelian. Terdapat lima dimensi kualitas layanan terdiri dari
ctangible, reliability, responsiveness, assurance dan empathy. Terdapat delapan dimensi
“dari kualitas produk yaitu performance, feature, reliability, conformance, durability,
=serviceability, aesthetics dan perceived quality. Terdapat empat dimensi keputusan
gpembelian yaitu tetap kemantapan sebuah produk, kebiasaan dalam membeli produk,
gpembelian ulang dan rekomendasi.

Metodg penelitian dalam penelitian ini adalah non probability sampling dengan
gmengumpulkan data melalui kuesioner dengan menyebarkan kepada 140 responden yang
“merupakan konsumen McDonald’s Citra Garden 6 Jakarta Barat. Alat ukur dalam
Spenelitian yaitu uji validitas, uji reliabilitas, analisis deskriptif, uji asumsi klasik dan uji
§regresi linear berganda, alat bantu yang digunakan adalah SPSS 25.0

3

gBerdasarkan hasil analisis deskriptif, menunjukan konsumen setuju dengan pernyataan
§variab3l kualitas layanan dan kualitas produk sedangkan variabel keputusan pembelian
=menufijukan pelanggan sangat setuju. Berdasarkan analisis regresi linear berganda
“dipereleh hasil bahwa terdapat pengaruh dari kualitas produk dan kualitas layanan terhadap

Skeputtisan pembelian.

(o
(9]

“Peneliffan ini menghasilkan kesimpulan bahwa variabel kualitas layanan dan kualitas
produk.berpengaruh positif terhadap keputusan pembelian di Mcdonald’s Citragarden 6,
Jakarta Barat.
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ABSTRACT

Dendhanu May Subagja / 23199095/ 2024 / The Effect of Service Quality and Product
;Quality’on Purchasing Decisions at Mcdonald's Citragarden 6, West Jakarta / Advisor : Dr.
-Drs. Tony Sitinjak, M.M.,

w pued

““To meet basic needs, namely food and drinks, many companies providing goods and
osefvices offer various kinds of variations to meet all consumer demands, so that the
‘phgnomenon of fast food restaurants, one of which is McDonald's, has emerged. The
<ingreasingly intense competition for fast food restaurants has made McDonald's required to
@,mm_éye faster in terms of attracting consumers. So that McDonald's in implementing

«marketing management needs to pay close attention to consumer behavior and the factors
%thg’[ influence purchasing decisions in marketing efforts for marketed products.

«Q

e

—

wThEe théories used in this study are service quality theory, product quality theory and
“purchasing decision theory. There are five dimensions of service quality consisting of
éa“@gible, reliability, responsiveness, assurance and empathy. There are eight dimensions of
zZpreduct quality, namely performance, features, reliability, conformance, durability,
%seiviceability, aesthetics and perceived quality. There are four dimensions of purchasing
cdecisians, namely the stability of a product, the habit of buying products, repeat buyers and

“recommendations.
3 Q

ne

§The research method in this study is non probability sampling by collecting data through a
“questiennaire by distributing to 140 respondents who are consumers of McDonald's Citra
oGarden 6 West Jakarta. The measuring instruments in the study were validity test,
oreliabitity test, descriptive analysis, classical assumption test and multiple linear regression

gtest, the tool used was SPSS 25.0.

=~

“Based on the results of descriptive analysis, it shows that consumers agree with the service
§quality and product quality variable statements, while the purchasing decisions variable
3shows that customers strongly agree. Based on multiple linear regression analysis, it is
gfouncrthat there is an influence of product quality and service quality on customer

Ssatisfaction.

_Yenn

his study concluded that overall the variables of service quality and product quality have
a positive effect on purchasing decisions at Mcdonald's Citragarden 6, West Jakarta.

wns

1194
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