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ABSTRAK 

 

ALDO RENALDI. NIM 2411807141. Analisis Kualitas Pelayanan Terhadap 

Keputusan Pembelian Di Matahari Lippo Plaza Ekalokasari Bogor (Studi Kasus 

Pelanggan Matahari Lippo Plaza Ekalokasari Bogor). 

 

Perkembangan dunia usaha yang semakin luas di Indonesia, khususnya pada sektor retail 

menyebabkan perusahaan saling berkompetisi untuk mencapai target penjualan. Salah 

satu cara untuk meningkatkan pendapatan perusahaan, yaitu dengan meningkatkan 

kualitas pelayanan agar pelanggan tetap loyal kepada perusahaan. Oleh karena itu, 

perusahaan perlu mengukur tingkat kepuasan pelanggan agar dapat bertahan hingga saat 

ini. Hal tersebut menjadi fokus penelitian ini yang berlokasi di PT Matahari Department 

Store, Lippo Plaza Ekalokasari, Bogor. PT Matahari Department Store berdiri sejak 

tahun 1958 dan masih bertahan sampai saat ini.  

 

Secara parsial kehan dalan berpengaruh signifikan terhadap keputusan pembelian 

Matahari Lippo Plaza Ekalokasari Bogor karena thitung (2,158) ttabel (1,985) serta nilai 

signifikasinya di bawah 0,05. Secara parsial daya tanggap tidak berpengaruh signifikan 

terhadap keputusan pembelian Matahari Lippo Plaza Ekaloksari Bogor karena thitung 

(0,110) ttabel (1,985) serta nilai signifikasinya di atas 0,05. Secara parsial jaminan tidak 

berpengaruh signifikan terhadap keputusan pembelian Matahari Lippo Plaza Ekalokasari 

Bogor karena thitung (0,228) ttabel (1,985) serta nilai signifikasinya di atas 0,05. Secara 

parsial empati berpengaruh signifikan terhadap keputusan pembelian Matahari Lippo 

Plaza Ekalokasari Bogor karena thitung (2,053) ttabel (1,985) serta nilai signifikasinya 

di bawah 0,05. Secara parsial tampilan berpengaruh signifikan terhadap keputusan 

pembelian Matahari Lippo Plaza Ekalokasari Bogor hitung (2,635) ttabel (1,985) serta 

nilai signifikasinya di bawah 0,05.sesuai. 

 

Dengan uraian-uraian di atas serta hasil analisis dan interpretasi data yang telah 

dijelaskan sebelumnya, maka dapat di simpulkan Secara simultan variabel 

kehandalan,empati dan tampilan berpengaruh signifikan terhadap keputusan pembelian 

di Matahari Lippo Plaza Ekalokasari Bogor. Secara parsial variabel kehandalan 

berpengaruh signifikan terhadap keputusan pembelian di Matahari Lippo Plaza 

Ekalokasari Bogor. Secara parsial daya tanggap tidak berpengaruh signifikan terhadap 

keputusan pembelian di Matahari Lippo Plaza Ekalokasari Bogor. Secara parsial 

jaminan tidak berpengaruh signifikan terhadap keputusan pembelian di Matahari Lippo 

Plaza Ekalokasari Bogor. Secara parsial empati berpengaruh signifikan terhadap 

keputusan pembelian di Matahari Lippo Plaza Ekalokasari Bogor. Secara parsial 

tampilan berpengaruh signifikan terhadap keputusan pembelian di Matahari Lippo Plaza 

Ekalokasari Bogor 

 

Kata kunci: kehandalan, daya tanggap, jaminan, empati, tampilan, keputusan 

pembelian. 
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ABSTRACT 

 

ALDO RENALDI. ID 2411807141. Analysis of Service Quality on Purchase 

Decisions at Matahari Lippo Plaza Ekalokasari Bogor. (Case Study of Matahari 

Lippo Plaza Ekalokasari Customers, Bogor). 

 

The development of the wider business world in Indonesia, especially in the retail sector, 

causes companies to compete with each other to achieve sales targets. One way to 

increase the company's revenue is to improve the quality of service so that customers 

remain loyal to the company. Therefore, companies need to measure the level of 

customer satisfaction in order to survive until now. This is the focus of this research 

which is located at PT Matahari Department Store, Lippo Plaza Ekalokasari, Bogor. PT 

Matahari Department Store was founded in 1958 and still survives to this day. 

 

Partially, reliability has a significant effect on purchasing decisions for Matahari Lippo 

Plaza Ekalokasari Bogor because tcount (2.158) ttable (1.985) and the significance 

value is below 0.05. Partially, responsiveness has no significant effect on the purchasing 

decision of Matahari Lippo Plaza Ekaloksari Bogor because tcount (0.110) ttable 

(1.985) and the significance value is above 0.05. Partially, the guarantee has no 

significant effect on the purchasing decision of Matahari Lippo Plaza Ekalokasari 

Bogor because tcount (0.228) ttable (1.985) and the significance value is above 0.05. 

Partially, empathy has a significant effect on the purchasing decision of Matahari Lippo 

Plaza Ekalokasari Bogor because tcount (2.053) ttable (1.985) and the significance 

value is below 0.05. Partially, the display has a significant effect on the purchasing 

decision of Matahari Lippo Plaza Ekalokasari Bogor (2,635) t table (1,985) and the 

significance value is below 0.05. 

 

With the descriptions above and the results of the analysis and interpretation of the data 

described previously, it can be concluded that simultaneously reliability, empathy and 

display variables have a significant effect on purchasing decisions at Matahari Lippo 

Plaza Ekalokasari Bogor. Partially, the reliability variable has a significant effect on 

purchasing decisions at Matahari Lippo Plaza Ekalokasari Bogor. Partially, 

responsiveness has no significant effect on purchasing decisions at Matahari Lippo 

Plaza Ekalokasari Bogor. Partially, the guarantee has no significant effect on 

purchasing decisions at Matahari Lippo Plaza Ekalokasari Bogor. Partially, empathy 

has significant effect on purchasing decisions at Matahari Lippo Plaza Ekalokasari 

Bogor. Partially, the display has significant effect on purchasing decisions at Matahari 

Lippo Plaza Ekalokasari Bogor. 

 

Keywords: reliability, responsiveness, assurance, empathy, display, purchase decision 
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