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ANALISIS PENGARUH SERVICE QUALITY TERHADAP REPURCHASE
INTENTION (STUDI PADA KONSUMEN MASKAPAI LION AIR)

(Natasha Nathania)

ABSTRAK

Di era modernisasi dan globalisasi saat ini, industri penerbangan telah menjadi pemain penting
dalam memfasilitasi konektivitas global dan berkontribusi terhadap pertumbuhan ekonomi.
Dalam beberapa dekade terakhir, industri penerbangan telah mengalami pertumbuhan dan
transformasi yang luar biasa. Pertumbuhan ini memunculkan berbagai macam masalah dalam
maskapai penerbangan, maka dari itu, ada banyak hal yang harus dilakukan oleh pihak maskapai
dalam meningkatkan kualitasnya di mata konsumen. Penelitian ini dilakukan dengan tujuan
untuk menganalisis pengaruh kualitas layanan, citra merek, dan kepuasan pelanggan terhadap
niat beli kembali pada salah satu low-cost carrier di Indonesia, yaitu Lion Air. Desain penelitian
yang digunakan dalam penelitian ini adalah conclusive research design; descriptive research;,
cross-sectional design; single cross-sectional design, dengan metode non-probability sampling;
judgemental sampling. Penelitian ini dikuti oleh 191 responden yang telah memenuhi syarat
penelitian, dengan hasil analisis data penelitian ini diolah menggunakan PLS-SEM dan
Bootstrapping dari aplikasi SmartPLS. Hasil penelitian ini menunjukkan bahwa kualitas layanan
berpengaruh positif dan signifikan terhadap citra merek, kepuasan pelanggan, dan niat beli
kembali. Kemudian, citra merek berpengaruh positif dan signifikan terhadap niat beli kembali,
dan terakhir, kepuasan pelanggan tidak memiliki pengaruh positif terhadap niat beli kembali
pada tiket maskapai Lion Air.

Kata kunci: Kualitas Layanan, Citra Merek, Kepuasan Pelanggan, Niat Beli Kembali, 7heory of
Planned Behaviour, Low-cost Carrier, Lion Air
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ANALYSIS OF THE INFLUENCE OF SERVICE QUALITY ON
REPURCHASE INTENTION (STUDY ON LION AIRLINE CONSUMERS)

(Natasha Nathania)

ABSTRACT

In the current era of modernization and globalization, the aviation industry has become an
important player in facilitating global connectivity and contributing to economic growth. In
recent decades, the aviation industry has experienced tremendous growth and transformation.
This growth has given rise to various kinds of problems for airlines, therefore, there are many
things that must be done by airlines to improve their quality in the eyes of consumers. This
research was conducted with the aim of analyzing the influence of service quality, brand image
and customer satisfaction on repurchase intentions at one of the low-cost carriers in Indonesia,
namely Lion Air. The research design used in this research is conclusive research design,
descriptive research, cross-sectional design; single cross-sectional design, with non-probability
sampling method; judgmental sampling. This research was attended by 191 respondents who met
the research requirements, with the results of this research data analysis processed using
PLS-SEM and Bootstrapping from the SmartPLS application. The results of this research show
that service quality has a positive and significant effect on brand image, customer satisfaction
and repurchase intentions. Then, brand image has a positive and significant effect on repurchase
intention, and finally, customer satisfaction does not have a positive influence on repurchase
intention for Lion Air airline tickets.

Keywords: Service Quality, Brand Image, Customer Satisfaction, Repurchase Intention, Theory
of Planned Behavior, Low-cost Carrier, Lion Air
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