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ABSTRAK

RENALDI AFRIZAL 302 15 11 071

ANALISIS CUSTOMER EXPERIENCE DAN SERVICE QUALITY
TERHADAP MINAT BELI ULANG JASA HIBURAN PADA BIOSKOP
BES CINEMA PANGKALPINANG

Skripsi, Fakultas Ekonomi, 2019

Peneilitian  ini  dilatar  belakangi fenomena yang menunjukkan
ketidaksetabilan pada jumlah penonton dan menarik minat beli ulang penonton
pada Bioskop BES Cinema Pangkalpinang. Penelitian ini merupakan penelitian
kuantitatif dengan pendekatan survei. Jumlah sampel sebanyak 400 orang dengan
menggunakan metode non probability sampling. Variabel bebasnya terdiri dari
customer experience dan service quality sedangkan variabel terikatnya adalah
minat beli ulang jasa hiburan pada Bioskop BES Cinema Pangkalpinang.
Pengujian instrumen menggunakan uji validitas dan uji reliabilitas, metode
analisis data menggunakan regresi linier berganda dengan uji f, uji t, dan koefisien
determinasi sedangkan uji bandingnya menggunakan uji beda independent sample
t-test.

Hasil penelitian menunjukkan bahwa pada Bioskop BES Cinema berada
pada kategori baik. Hasil pengujian analisis regresi berganda menunjukkan hasil
positif dari seluruh variabel yang ada. Sedangkan pada uji t dan uji f menunjukan
bahwa variabel customer experience dan service quality berpengaruh positif dan
signifikan terhadap minat beli ulang jasa hiburan pada Bioskop BES Cinema
Pangkalpinang. Hasil analisis koefisien determinasi (r) menunjukan bahwa
variabel customer experience dan service quality mempengaruhi terhadap minat
beli ulang determinasi R2 pada penelitian ini sebesar 72,3% atau 0,723. Hasil uji
banding yang dilakukan dengan menggunakan uji independent sample t-test
didapatkan bahwa tidak terdapat perbedaan persepsi antara jenis kelamin pada
customer experience dan terdapat perbedaan persepsi antara jenis kelamin pada
service quality.

Kata kunci: customer experience, service quality dan minat beli ulang
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ABSTRACT

RENALDI AFRIZAL 302 15 11 071

ANALYSIS CUSTOMER EXPERIENCE AND SERVICE QUALITY
TOWARDS REPELLENT INTEREST IN ENTERPRISE SERVICE IN BES
CINEMA PANGKALPINANG

Undergraduate, Faculty of Economy, 2019

The rescarch is motivated by a phenomenon that shows instability in the
number of viewers and attracts the interst of repurchasing viewers at the
Pangkalpinang BES Cinema. This reserach is a quantitative study with a survey
approach. The number of samples is 400 people using non probablity sampling
methods. The independent variable consits of customer experience and service
quality while the dependent variable is the interest in repurchasing entertainment
services at the BES Cinema Pangkalpinang. Testing Instruments using validity
and reliability tests, data while the comperative test uses a different test
independent sample t-test.

The results showed that BES Cinema was in the good category. The results of
testing multiple regression analysis showed a positive result of all existing
variables. Where as the t test and f test show that the customer experience and
service quality variables have a positive and significant effect on the interest
repurchasing entertainment services at the BES Cinema Pangkalpinang. The
results of the coefficient of determination analysis (r) show that the custoner
experience and service quality variables influance the repurchase intention of R
determination in this study by 72,3% or 0,723. The results of the comperative test
conducted using the independent sample t-test found that there is no difference in
perception between the sexes on customer experience and there were differences
in perceptions between the sexes on service quality

Keywords: customer experience, service quality and repurcase interest
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