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ABSTRAK

Banyaknya pelaku usaha Toko Bangunan di Surabaya membuat konsumen semakin
mempertimbangkan pilihan terbaiknya saat melakukan pembelian. Oleh karena itu
pelaku usaha harus dapat menarik dan mempertahankan konsumen agar dapat
bersaing dengan kompetitor. Penelitian ini bertujuan untuk mengetahui pengaruh
word of mouth (WOM), kualitas pelayanan, dan harga terhadap minat beli ulang
konsumen di UD Anika Jaya. Populasi penelitian ini adalah konsumen UD Anika
Jaya. Sampel berjumlah 102 responden dengan metode pengambilan sampel yaitu
purposive sampling yang memiliki kriteria berusia diatas 17 tahun, pernah
berbelanja di UD Anika Jaya, dan berperan sebagai pengambil keputusan. Data
diolah menggunakan IBM SPSS Statistics versi 25. Teknik analisis data
menggunakan analisis regresi linear berganda. Hasil penelitian ini menunjukan
bahwa kualitas pelayanan dan harga berpengaruh positif dan signifikan terhadap
minat beli ulang konsumen, sedangkan word of mouth tidak berpengaruh positif dan
signifikan terhadap minat beli ulang konsumen UD Anika Jaya. Harga menjadi
variabel yang paling berpengaruh terhadap minat beli ulang konsumen UD Anika
Jaya.

Kata Kunci: Word of Mouth, Kualitas Pelayanan, Harga, Minat Beli Ulang
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ABSTRACT

The number of Building Shop business actors in Surabaya makes consumers
increasingly consider their best choice when making a purchase. Therefore,
business actors must be able to attract and retain consumers in order to compete
with competitors. This study aims to determine the effect of word of mouth (WOM),
service quality, and price on consumer repurchase interest at UD Anika Jaya. The
population of this study were UD Anika Jaya consumers. The sample amounted to
102 respondents with a sampling method, namely purposive sampling which has
criteria over 17 years old, has shopped at UD Anika Jaya, and acts as a decision
maker. The data was processed using IBM SPSS Statistics version 25. Data analysis
techniques using multiple linear regression analysis. The results of this study
indicate that service quality and price have a positive and significant effect on
consumer repurchase interest, while word of mouth has no positive and significant
effect on UD Anika Jaya consumers' repurchase interest. Price is the variable that
has the most influence on UD Anika Jaya consumers' repurchase interest.

Kata Kunci: Word of Mouth, Service Quality, Price, Repurchase Interest
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