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ABSTRACT

Prilivia Ruchou. 302.211.070. The Effect of Service Quality and Customer
Perceived Service Quality on the Repurchase Intention with Customer
Satisfication as the Intervening Variable in the Case of Bolesa Bottled Water.

This research aims to analyze the effects of Service Quality and Customer
Perceived Service Quality on the Repurchase Intention with the Customer
Satisfication as the Intervening Variable in the Case of Bolesa Bottled Water
produced by Duta Putra Lexindo,Ltd. There are 328 respondents, and this
research uses the Path Analysis method, operated using AMOS 22 and SPSS 22
programs. The result proves that there is an indirect negative influence from the
Service Quality on the Repurchase Intention, direct positive influence from the
Customer Perceived Service Quality on the Repurchase Intention, direct positive
influence from the Customer Satisfication on the Repurchase Intention,
Meanwhile, the Service Quality has no direct influence on the Repurchase
Intention with Customer Satisfication as the Intervening Variable, and Customer
Perceived Service Quality has no indirect influence on the Repurchase Intention
with Customer Satisfication as the Intervening Variable.

Keywords: Service Quality, Customer Perceived Service Quality, Customer
Satisfication, Repurchase Intention
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Abstraks

Prilivia Ruchou. 302.211.070. Pengaruh Service Quality, dan Customer
Perceived Service Quality terhadap Repurchase Intention dengan Customer
Satisfication sebagai Intervening Variable AMDK merek Bolesa.

Penelitian ini bertujuan untuk menganalisa pengaruh Service Quality, dan
Customer Perceived Service Quality terhadap Repurchase Intention dengan
Customer Satisfication sebagai Intervening Variable AMDK (Air Minum Dalam
Kemasan) merek Bolesa oleh PT Duta Putra Lexindo.

Penelitian ini menggunakan 328 responden dan metode Path Analysis
yang dioperasikan dengan program AMOS 22 dan SPSS 22.

Hasil penelitian membuktikan bahwa terdapat pengaruh negatif secara
tidak langsung dari Service Quality terhadap Repurchase Intention, terdapat
pengaruh positif secara langsung dari Customer Perceived Service Quality
terhadap Repurchase Intention, terdapat pengaruh positif secara langsung dari
Customer Satisfication terhadap Repurchase Intention, Service Quality tidak
berpengaruh secara langsung terhadap Repurchase Intention melalui Customer
Satisfication sebagai Intervening Variable, Customer Perceived Service Quality
tidak berpengaruh secara tidak langsung terhadap Repurchase Intention melalui
Customer Satisfication sebagai Intervening Variable.

Kata Kunci: Service Quality, Customer Perceived Service Quality, Customer
Satisfication, Repurchase Intention
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