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(Studi Kasus Di Kopi Lain Hati Duren Sawit) 

 
ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh Fasilitas, Suasana 
Toko dan Word Of Mouth terhadap Niat Beli Ulang pada konsumen di Kopi 
Lain Hati Duren Sawit, Jakart timur. 

Populasi pada penelitian ini yaitu seluruh konsumen yang ada pada Kopi 
Lain Hati Duren Sawit. Sampel yang diperoleh sebanyak 97 responden peneliti 
menggunakan rumus dari Rao Purba Margin Of Eror. Metode pengumpulan data 
yang digunakan dalam penelitian ini menggunakan kuesioner dan observasi. 
Metode analisis statistik menggunakan koefisien determinasi dan Pengujian 
hipotesis secara parsial maupun simultan dengan menggunakan SPSS 25.0. 

Setelah melakukan pengumpulan dan analisis data maka hasil penelitian 
pada koefisien determinasi membuktikan bahwa: (1) Berdasarkan koefisien 
determinasi menunjukan bahwa variabel Fasilitas secara parsial terdapat 
pengaruh positif antara Fasilitas terhadap Niat Beli Ulang konsumen di Kopi 
Lain Hati Duren Sawit sebesar 4,70% (2) Berdasarkan koefisien determinasi 
menunjukan bahwa variabel Suasana Toko secara parsial terdapat pengaruh 
positif antara Suasana Toko terhadap Niat Beli Ulang konsumen di Kopi Lain 
Hati Duren Sawit sebesar 10,43% (3) Berdasarkan koefisien determinasi 
menunjukan bahwa variabel Word Of Mouth secara parsial terdapat pengaruh 
yang positif antara Word Of Mouth terhadap Niat Beli Ulang Konsumen di Kopi 
Lain Hati sebesar 24,7% (4) Berdasarkan koefisien determinasi secara simultan 
menunjukan variabel Fasilitas, Suasana Toko, dan Word Of Mouth berpengaruh 
positif terhadap Niat Beli Ulang di Kopi Lain Hati Duren Sawit, memperoleh 
hasil sebesar 67,7% sedangkan sisanya dipengaruhi oleh faktor atau variabel lain. 

Kata Kunci: Fasilitas, Suasana Toko, Word Of Mouth, Niat Beli Ulang 
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THE INFLUENCE OF FACILITY, STORE ATMOSPHERE AND WORD 
OF MOUTH ON REPURCHASE INTENTION 
(Study Case at Lain Hati Coffee Duren Sawit) 

 
ABSTRACT 

 

The purpose of this research is to determine the effect of facilities, store 
atmosphere and word of mouth on consumers' repurchase intentions at Kopi Lain 
Hati Duren Sawit, East Jakarta. 

The population in this study are all consumers in the Other Coffee Hati 
Duren Sawit. The sample obtained was 97 research respondents using the 
formula of Rao Purba Margin Of Error. The data collection method used in this 
study used a questionnaire and observation. The statistical analysis method uses 
the coefficient of determination and partial or simultaneous hypothesis testing 
using SPSS 25.0. 

After collecting and analyzing data, the results of the research on the 
coefficient of determination prove that: (1) Based on the coefficient of 
determination, it shows that the Facility variable partially has a positive 
influence between the Facility on the Consumer Repurchase Intention at Kopi 
Lain Hati Duren Sawit by 4.70% (2 ) Based on the coefficient of determination, 
it shows that the Store Atmosphere variable partially has a positive influence 
between Store Atmosphere and Consumer Repurchase Intentions at Kopi Lain 
Hati Duren Sawit by 10.43% (3) Based on the coefficient of determination, it 
shows that the Word Of Mouth variable partially has a significant effect. Positive 
correlation between Word Of Mouth on Consumer Repurchase Intentions at Kopi 
Lain Hati is 24.7% (4) Based on the coefficient of determination simultaneously 
shows the variables Facilities, Store Atmosphere, and Word Of Mouth hasa 
positive effect on Repurchase Intentions at Kopi Lain Hati Duren Sawit, obtained 
the results of 67.7% while the rest is influenced by factors or other variables. 

Keywords: Facilities, Store Atmosphere, Word Of Mouth, Repurchase Intention 



x 

 

 

DAFTAR ISI 

 
PENGARUH FASILITAS, SUASANA TOKO DAN WORD OF MOUTH 
TERHADAP NIAT BELI ULANG .................................................................... i 

PERNYATAAN KEASLIAN SKRIPSI ............................................................ ii 

PERSETUJUAN PEMBIMBING .....................................................................iii 

HALAMAN PENGESAHAN ............................................................................ iv 

KATA PENGANTAR ........................................................................................ v 

HALAMAN PERNYATAN PERSETUJUAN PUBLIKASI SKRIPSI 
UNTUK KEPENTINGAN AKADEMIS .......................................................... vii 

ABSTRAK ........................................................................................................ viii 

ABSTRACT......................................................................................................... ix 

DAFTAR ISI ...................................................................................................... x 

DAFTAR TABEL ............................................................................................. xii 

DAFTAR GAMBAR ........................................................................................ xiii 

DAFTAR LAMPIRAN .................................................................................... xiv 

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

PENDAHULUAN .............................................................................................. 1 

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

1.2. Rumusan Penelitian ............................................................................... 5 

1.3. Tujuan Penelitian ................................................................................... 6 

1.4. Manfaat Penelitian ................................................................................. 6 

BAB II ................................................................................................................ 7 

KAJIAN PUSTAKA .......................................................................................... 7 

2.1. Landasan Teori .......................................................................................... 7 

2.1.1 Pengertian Fasilitas ................................................................................. 7 

2.1.2. Pengertian Suasana Toko ................................................................... 8 

2.1.3. Pengertian Word Of Mouth ............................................................... 12 

2.1.4. Pengertian Niat Beli Ulang ............................................................... 13 

2.2. Review Hasil – hasil Penelitian Terdahulu ............................................ 14 

2.3. Kerangka Konseptual Penelitian .......................................................... 18 

2.3.1. Kerangka Fikir ................................................................................. 19 

2.3.2. Pengembangan Hipotesis .................................................................. 20 

BAB III ............................................................................................................. 21 

METODE PENELITIAN ................................................................................ 21 



xi 

 

 

3.1. Strategi Penelitian ................................................................................ 21 

3.2. Populasi dan Sampel ............................................................................ 21 

3.2.1 Populasi Penelitian ........................................................................... 21 

3.2.2 Sampel Penelitian ............................................................................. 22 

3.3. Data dan Metode Pengumpulan Data ................................................... 23 

3.3.1. Jenis Data ......................................................................................... 23 

3.3.2. Cara Pengumpulan Data ................................................................... 23 

3.4. Variabel Penelitian dan Definisi Operasional ....................................... 25 

3.5. Metode Analisis Data ....................................................................... 30 

BAB IV ............................................................................................................. 33 

HASIL DAN PEMBAHASAN ......................................................................... 33 

4.1. Deskripsi Objek Penelitian ................................................................... 33 

4.2. Deskripsi Responden Peneliti ............................................................... 33 

4.3 Deskripsi Data ..................................................................................... 35 

4.4 Hasil Pengujian Instrumen ................................................................... 37 

4.4.1 Uji Validitas ..................................................................................... 37 

4.4.2. Uji Reabilitas ................................................................................... 40 

4.5 Analisis Statistik Data .............................................................................. 41 

4.5.1 Analisis Koefisien Determinasi Parsial ................................................ 41 

4.5.2 Analisis Koefisien Determinasi Berganda ............................................ 44 

4.5.3 Pengujian Hipotesis ............................................................................. 44 

BAB V ............................................................................................................... 49 

SIMPULAN DAN SARAN .............................................................................. 49 

5.1. Simpulan ............................................................................................. 49 

5.2. Saran ................................................................................................... 50 

5.3. Keterbatasan dan Pengembangan Penelitian Selanjutnya ...................... 50 

DAFTAR REFERENSI ................................................................................... 51 



xii 

 

 

 

DAFTAR TABEL 

 
Tabel 3. 1 Skor Skala Likert .............................................................................. 25 
Tabel 3. 2 Operasionalisasi Variabel dan Indikator ............................................ 25 

 

 
Tabel 4. 1 Deskripsi Responden Berdasarkan Jenis Kelamin ............................. 34 

Tabel 4. 2 Deskripsi Responden Berdasarkan Usia ............................................ 34 

Tabel 4. 3 Deskripsi Responden Berdasarkan Pekerjaan ................................... 35 

Tabel 4. 4 Uji Validitas Instrumen per butir Fasilitas (X1) ................................ 38 

Tabel 4. 5 Validitas Instrumen per butir Suasana Toko (X2) .............................. 38 

Tabel 4. 6 Uji Validitas Instrumen per butir Word Of Mouth (X3) ..................... 39 

Tabel 4. 7 Uji Validitas Instrumen per butir niat beli ulang (Y) .......................... 40 

Tabel 4. 8 Hasil Uji Reliabilitas Instrumen ........................................................ 40 

Tabel 4. 9 Hasil Uji R Square Parsial (X1) Terhadap (Y) ................................... 41 

Tabel 4. 10 Hasil Uji R Square Parsial (X2) Terhadap (Y) ................................. 42 

Tabel 4. 11 Hasil Uji R Square Parsial (X3) Terhadap (Y) ................................. 43 

Tabel 4. 12 Hasil Uji R Square Simultan (X1) , (X2), Dan (X3) Terhadap (Y) . 44 

Tabel 4. 13 Hasil Uji t ....................................................................................... 45 

Tabel 4. 14 Hasil Uji F ...................................................................................... 48 



DAFTAR GAMBAR 

xiii 

 

 

 

Gambar 2.1 Kerangka Konseptual Penelitian ................................................................ 18 

Gambar 4. 1. Diagram skala likert variabel Fasilitas (X1) ............................... 36 

Gambar 4. 2. Diagram skala likert variabel suasana toko (X2) ......................... 36 

Gambar 4. 3. Diagram skala likert variabel word of mouth (X3) ..................... 36 

Gambar 4. 4. Diagram skala likert variabel niat beli ulang (Y) ......................... 37 



DAFTAR LAMPIRAN 

xiv 

 

 

Lampiran 1. Kuesioner Penelitian .................................................................... 53 

Lampiran 2. Tabulasi Skor Pengumpulan Data Variabel Fasilitas (X1) ............. 59 

Lampiran 3. Tabulasi Skor Pengumpulan Data Variabel Suasana Toko (X2) .... 61 

Lampiran 4. Tabulasi Skor Pengumpulan Data Variabel Word Of Mouth (X3) 63 

Lampiran 5. Tabulasi Skor Pengumpulan Data Variabel Niat Beli Ulang (Y) ... 66 

Lampiran 6. Deskripsi Data Responden ............................................................ 68 

Lampiran 7. Tabel Uji Validitas Fasilitas (X1) ................................................. 72 

Lampiran 8. Tabel Uji Validitas Suasana Toko (X2) ........................................ 73 

Lampiran 9. Tabel Uji Validitas Word Of Mouth (X3) ..................................... 74 

Lampiran 10. Tabel Uji Validitas Niat Beli Ulang (Y) ...................................... 76 

Lampiran 11. Hasil Uji Reliabilitas Fasilitas (X1) ............................................ 78 

Lampiran 12. Hasil Uji Reliabilitas Suasana Toko (X2) ................................... 78 

Lampiran 13. Hasil Uji Reliabilitas Word Of Mouth (X3) ................................ 78 

Lampiran 14. Hasil Uji Reliabilitas Minat Beli Konsumen (Y) ......................... 79 

Lampiran 15. Hasil Analisi Koefisien Determinasi Parsial ............................... 79 

Lampiran 16. Hasil Analisi Koefisien Determinasi Berganda ........................... 80 

Lampiran 17. Hasil Uji t dan Uji F ................................................................... 80 


