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PENGARUH KUALITAS PELAYANAN TERHADAP KEPUTUSAN
PEMBELIAN MELALUI MEDIASI MINAT BELI
(Studi Pada TikTok Shop di Kota Malang)

Areza Vitra Mahfiudi!, Ratih Juliati?, Ardik Praharjo?.
Program Studi Manajemen Fakultas Ekonomi dan Bisnis
Universitas Muhammadiyah Malang
J1. Raya Tlogomas No. 246 Malang
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan terhadap
keputusan pembelian melalui mediasi minat beli. Lokasi penelitian dilakukan di
Kota Malang. Populasi yang digunakan dalam penelitian ini adalah seluruh
konsumen yang pernah menggunakan TikTok Shop, dengan sampel sebanyak 140
responden. Karakteristik responden yaitu konsumen yang berada di Kota Malang,
konsumen yang pertama kali melakukan transaksi dengan memanfaatkan fitur
pelayanan /ive shopping dan etalase produk dari TikTok Shop, dan berusia 18-40
tahun. Penelitian ini menggunakan teknik non probability sampling dengan
accidental sampling. Teknik pengambilan data menggunakan kuisioner online. Alat
analisis menggunakan Smart-PLS. Hasil penelitian ini didapatkan bahwa kualitas
pelayanan berpengaruh positif dan signifikan terhadap keputusan pembelian, minat
beli berpengaruh positif dan signifikan terhadap keputusan pembelian, kualitas
pelayanan berpengaruh positif dan signifikan terhadap minat beli, dan minat beli
memediasi kualitas pelayanan terhadap keputusan pembelian.

Kata Kunci: Kualitas Pelayanan, Minat Beli, dan Keputusan Pembelian.
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THE EFFECT OF SERVICE QUALITY ON PURCHASE DECISIONS
THROUGH BUYING INTEREST MEDIATION
(Study on TikTok Shop in Malang City)

Areza Vitra Mahfiudi’, Ratih Juliati’, Ardik Praharjo’.
Management Departement Faculty of Economics and Business
University of Muhammadiyah Malang
Tlogomas street no. 246 Malang
Email : arezavitrall@gmail.com

ABSTRACT

This study aims to determine the effect of service quality on purchasing decisions
through mediation of buying interest. The research location was in Malang City.
The population used in this study consisted of consumers who had used the TikTok
Shop, with a sample of 140 respondents. The characteristics of respondents are
consumers who are in Malang City, consumers who first make transactions by
utilizing the live shopping service feature and product showcase from TikTok Shop,
and those aged 18-40 years. This study uses nonprobability sampling with an
accidental sampling technique. The data collection technique uses an online
questionnaire. The analysis tool uses Smart-PLS. This study found that service
quality has a positive and significant effect on purchasing decisions, buying interest
has a positive and significant impact on purchasing decisions, service quality has
a positive and significant effect on buying interest and buying interest mediates
service quality on purchasing decisions.

Keywords: Service Quality, Buying Interest, and Purchase Decision.
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