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ABSTRAK 

Alfiola Putri Kendy, 1910412320025, 2023, Pengaruh Citra Merek, 

Kualitas Produk dan Kualitas Pelayanan Terhadap Keputusan Pembelian Produk 

Starbucks Duta Mall Kota Banjarmasin. Dibimbing oleh H. Rasyidi. 

Penelitian ini bertujuan untuk mengetahui dan menguji pengaruh secara 

parsial dan simultan Pengaruh Citra Merek, Kualitas Produk dan Kualitas 

Pelayanan Terhadap Keputusan Pembelian Produk Starbucks Duta Mall Kota 

Banjarmasin.  

Penelitian ini merupakan penelitian kuantitatif, tipe penelitian ini adalah 

eksplanatori kausal. Pengambilan sampel dalam penelitian ini menggunakan 

teknik purposive sampling, sehingga diperoleh 100 responden yang dijadikan 

sampel penelitian. Data yang digunakan diambil dari kuesioner. Analisis data 

menggunakan analisis regresi linier berganda dengan SPSS Versi 26.0. 

Hasil penelitian menunjukan bahwa Citra Merek secara parsial 

berpengaruh tidak signifikan terhadap Keputusan Pembelian Produk Starbucks 

Duta Mall Kota Banjarmasin, Kualitas Produk secara parsial berpengaruh 

signifikan terhadap Keputusan Pembelian Produk Starbucks Duta Mall Kota 

Banjarmasin, Kualitas Pelayanan secara parsial berpengaruh signifikan terhadap 

Keputusan Pembelian Produk Starbucks Duta Mall Kota Banjarmasin. Citra 

Merek, Kualitas Produk dan Kualitas Pelayanan secara simultan berpengaruh 

signifikan terhadap Keputusan Pembelian Produk Starbucks Duta Mall Kota 

Banjarmasin dan koefisien korelasi yang menunjukkan tingkat hubungan antara 

variabel Citra Merek, Kualitas Produk dan Kualitas Pelayanan dengan variabel 

Keputusan Pembelian menunjukkan tingkat pengaruh yang kuat. 

 

 

Kata Kunci: Citra Merek, Kualitas Produk, Kualitas Pelayanan, Keputusan 

Pembelian 
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ABSTRACT 

 

Alfiola Putri Kendy, 1910412320025, 2023, The Effect of Brand Image, 

Product Quality and Service Quality on Purchase Decisions for Starbucks Duta 

Mall Products, Banjarmasin City. Supervised by H. Rasyidi. 

This study aims to determine and examine the partial and simultaneous 

effect of Brand Image, Product Quality and Service Quality on Product 

Purchasing Decisions of Starbucks Duta Mall Banjarmasin City. 

This research is a quantitative research, this type of research is causal 

explanatory. Sampling in this study used a purposive sampling technique, so that 

100 respondents were used as the research sample. The data used is taken from 

the questionnaire. Data analysis used multiple linear regression analysis with 

SPSS Version 26.0. 

The results showed that Brand Image partially had no significant effect on 

Product Purchase Decisions of Starbucks Duta Mall Banjarmasin City, Product 

Quality partially had a significant effect on Product Purchase Decisions of 

Starbucks Duta Mall Banjarmasin City, Service Quality partially had a significant 

effect on Purchase Decisions on Starbucks Duta Mall Products Banjarmasin City. 

Brand Image, Product Quality and Service Quality simultaneously have a 

significant effect on Product Purchasing Decisions of Starbucks Duta Mall 

Banjarmasin City and the correlation coefficient shows the level of relationship 

between the variables Brand Image, Product Quality and Service Quality with the 

Purchasing Decision variable showing a strong level of influence. 

 

Keywords: Brand Image, Product Quality, Service Quality, Purchase Decision   



 

 

vii 

 

DAFTAR ISI 

 

 

HALAMAN JUDUL 

LEMBAR PENGESAHAN 

BERITA ACARA UJIAN SKRIPSI 

KATA PENGANTAR ...........................................................................................  i 

LEMBAR PERSEMBAHAN 

PERNYATAAN ORISINALITAS 

ABSTRAK .............................................................................................................  v 

ABSTRACT .........................................................................................................  vi 

DAFTAR ISI .......................................................................................................  vii 

DAFTAR TABEL ...............................................................................................  xi 

DAFTAR GAMBAR ..........................................................................................  xii 

DAFTAR LAMPIRAN ...................................................................................... xiii 

BAB I PENDAHULUAN ......................................................................................  1 

1.1 Latar Belakang ..................................................................................................  1 

1.2 Rumusan Masalah ...........................................................................................  20 

1.3 Tujuan Penelitian ............................................................................................  21 

1.4 Manfaat Penelitian ..........................................................................................  22 

BAB II TINJAUAN PUSTAKA .........................................................................  23 

2.1 Landasan Teoritis ............................................................................................  23 

2.1.1 Pemasaran .............................................................................................  23 

2.1.2 Bauran Pemasaran .................................................................................  25 

2.1.3 Perilaku Konsumen ...............................................................................  29 

2.1.4 Citra Merek ...........................................................................................  34 

2.1.5 Kualitas Produk .....................................................................................  35 

2.1.6 Kualitas Pelayanan ................................................................................  47 

2.1.7 Keputusan Pembelian ............................................................................  38 

2.2 Penelitian Terdahulu .......................................................................................  42 



 

 

viii 

 

2.3 Hipotesis dan Model Penelitian ......................................................................  51 

BAB III METODE PENELITIAN ....................................................................  59 

3.1 Pendekatan Penelitian .....................................................................................  59 

3.2 Desain Penelitian .............................................................................................  59 

3.3 Lokasi Penelitian .............................................................................................  59 

3.4 Populasi dan Besar Sampel .............................................................................  60 

3.4.1 Populasi .................................................................................................  60 

3.4.2 Besar Sampel ........................................................................................  60 

3.5 Definisi Operasional Variabel .........................................................................  61 

3.5.1 Variabel Bebas (Idenpendent) ...............................................................  61 

3.5.2 Variabel Terikat (Dependent) ...............................................................  63 

3.6 Teknik Pengumpulan Data ............................................................................... 68 

3.6.1 Teknik Pengumpulan Data Primer ......................................................... 68 

3.6.2 Teknik Pengumpulan Data Sekunder ..................................................... 68 

3.7 Teknik Analisis Data ........................................................................................ 69 

3.7.1 Skala Pengukuran ................................................................................... 69 

3.7.2 Deskriptif Statistik ................................................................................  70 

3.7.3 Uji Asumsi Klasik .................................................................................  70 

3.7.4 Analisis Regresi Linear Berganda.........................................................  71 

3.7.5 Analisis Statistik Deskriftif ...................................................................  72 

3.7.6 Alat Uji Hipotesis .................................................................................  73 

3.7.7 Koefisien Determinasi (R2) ..................................................................  74 

BAB IV HASIL PENELITIAN ..........................................................................  76 

4.1 Karakteristik Responden .................................................................................  76 

4.1.1 Karakteristik Berdasarkan Jenis Kelamin Responden ..........................  76 

4.1.2 Karakteristik Berdasarkan Usia Responden ..........................................  77 

4.1.3 Karakteristik Berdasarkan Pekerjaan Responden .................................  78 

4.1.4 Karakteristik Berdasarkan Pendapatan Responden...............................  79 

4.2 Deskriptif Variabel ..........................................................................................  80 

4.2.1 Deskriptif Variabel Citra Merek (XI) ...................................................  81 

4.2.2 Deskriptif Variabel Kualitas Produk (X2) ............................................  86 



 

 

ix 

 

4.2.3 Deskriptif Variabel Kualitas Pelayanan (X3) .......................................  97 

4.2.4 Deskriptif Variabel Keputusan Pembelian (Y) ...................................  103 

4.3 Hasil Uji Validitas Dan Realibitas ................................................................  108 

4.3.1 Hasil Uji Validitas ...............................................................................  108 

4.3.2 Hasil Uji Realibitas .............................................................................  112 

4.4 Hasil Uji Asumsi Klasik ...............................................................................  113 

4.4.1 Hasil Uji Normalitas Data ...................................................................  113 

4.4.2 Hasil Uji Multikolinieritas ..................................................................  117 

4.4.3 Hasil Uji Heterokedastisitas ................................................................  118 

4.5 Hasil Uji Regresi Linier Berganda ................................................................  118 

4.6 Pengujian Hopotesis ......................................................................................  120 

4.6.1 Uji Regresi Secara Parsial (Uji T) ......................................................  121 

4.6.2 Uji Regresi Secara Simultan (Uji F) ...................................................  122 

4.7 Koefisien Determinasi (R
2
) ...........................................................................  123 

BAB V PEMBAHASAN HASIL ......................................................................  125 

5.1 Interpretasi Hasil ...........................................................................................  125 

5.1.1 Pengaruh Citra Merek terhadap Keputusan Pembelian ......................  125 

5.1.2 Pengaruh Kualitas Produk terhadap Keputusan Pembelian ................  125 

5.1.3 Pengaruh Kualitas Pelayanan terhadap Keputusan Pembelian ...........  125 

5.1.4 Pengaruh Citra Merek, Kualitas Produk dan Kualitas Pelayanan 

terhadap Keputusan Pembelian ..........................................................  126 

5.2 Implikasi Hasil Penelitian .............................................................................  126 

5.2.1 Citra Merek berpengaruh tidak signifikan secara parsial terhadap  

Keputusan Pembelian .........................................................................  126 

5.2.2 Kualitas Produk berpengaruh signifikan secara parsial terhadap 

Keputusan Pembelian .........................................................................  127 

5.2.3 Kualitas Pelayanan berpengaruh signifikan secara parsial  

 terhadap Keputusan Pembelian ..........................................................  128 

5.2.4 Citra Merek, Kualitas Produk dan Kualitas Pelayanan  

 berpengaruh signifikan secara simultan terhadap  

 Keputusan Pembelian .........................................................................  128 



 

 

x 

 

5.3 Keterbatasan Penelitian .................................................................................  130 

BAB VI PENUTUP ...........................................................................................  131 

6.1 Kesimpulan ...................................................................................................  131 

6.2 Saran ..............................................................................................................  132 

DAFTAR PUSTAKA 

LAMPIRAN-LAMPIRAN 

BIODATA PENELITI 

  



 

 

xi 

 

 

DAFTAR TABEL 

 

No    Judul           Halaman 

Tabel 1.1 Daftar Produk Starbucks Duta Mall Kota Banjarmasin .......................  6 

Tabel 1.2 Perbandingan 3 Top Brand ..................................................................  8 

Tabel 1.3 Perbandingan Citra Merek pada Starbucks Cabang Duta Mall 

Banjarmasin dan Starbucks Cabang Lambung Mangkurat 

Banjarmasin .......................................................................................  12 

Tabel 1.4 Perbandingan Kualitas Produk pada Starbucks Cabang Duta Mall 

Banjarmasin dan Starbucks Cabang Lambung Mangkurat 

Banjarmasin ........................................................................................... 14 

Tabel 1.5 Perbandingan Kualitas Pelayanan pada Starbucks Cabang Duta 

Mall Banjarmasin dan Starbucks Cabang Lambung 

Mangkurat Banjarmasin .......................................................................  18 

Tabel 2.1 Hasil Penelitian Terdahulu ....................................................................  43 

Tabel 3.1 Definisi Operasional Variabel ...............................................................  65 

Tabel 3.2 Instrumen Skala Likert ........................................................................... 69 

Tabel 3.3 Rentang Kategori Jawaban Responden .................................................. 73 

Tabel 3.4 Pedoman Interpretasi Koefisien Korelasi .............................................  75 

Tabel 4.1 Karakteristik Berdasarkan Jenis Kelamin Responden ........................... 76 

Tabel 4.2 Karakteristik Berdasarkan Usia Responden ........................................... 77 

Tabel 4.3 Karakteristik Berdasarkan Pekerjaan Responden .................................. 78 

Tabel 4.4 Karakteristik Berdasarkan Pendapatan Responden................................ 79 

Tabel 4.5 Distribusi Frekuensi Variabel Citra Merek ............................................ 81 

Tabel 4.6 Distribusi Frekuensi Variabel Kualitas Produk ..................................... 86 

Tabel 4.7 Distribusi Frekuensi Variabel Kualitas Pelayanan ................................. 97 

Tabel 4.8 Distribusi Frekuensi Variabel Keputusan Pembelian .......................... 103 

Tabel 4.9 Hasil Uji Validitas ................................................................................ 109 

Tabel 4.10 Hasil Uji Reliabilitas .......................................................................... 113 

Tabel 4.11 Hasil Uji Normalitas .......................................................................... 116 

Tabel 4.12 Hasil Uji Multikolinieritas ................................................................. 117 

Tabel 4.13 Hasil Uji Regresi Linier Berganda ..................................................... 119 

Tabel 4.14 Hasil Uji T .......................................................................................... 121 

Tabel 4.15 Hasil Uji F .......................................................................................... 122 

Tabel 4.16 Nilai Koefisien Determinasi............................................................... 123 

 

 



 

 

xii 

 

DAFTAR GAMBAR 

 

No     Judul           Halaman 

Gambar 1.1 Grafik Negara Konsumsi Kopi Terbesar Di dunia tahun 2023 ...........  3 

Gambar 1.2 Konsumsi Kopi di Indonesia ...............................................................  4 

Gambar 1.3 Grafik Hasil Pra Survei Awal............................................................  11 

Gambar 2.1 Bauran Pemasaran .............................................................................  26 

Gambar 2.2 Tahapan dalam Proses Pengambilan Keputusan ...............................  40 

Gambar 2.3 Model Penelitian ...............................................................................  58 

Gambar 4.1 Grafik Histogram.............................................................................. 115 

Gambar 4.2 Hasil Uji Normalitas......................................................................... 116 

Gambar 4.3 Hasil Uji Haterokedastisitas ............................................................. 118 

Gambar 5.1 Model Akhir Penelitian .................................................................... 129 

  


	4768abb3477dfade62da999034c5833e41ea096ef7c8f455cead26585949b1a2.pdf
	4768abb3477dfade62da999034c5833e41ea096ef7c8f455cead26585949b1a2.pdf
	4768abb3477dfade62da999034c5833e41ea096ef7c8f455cead26585949b1a2.pdf

