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ABSTRACT 

 
This study aims to : Discover the influence between variable of Tangibles, Reliability, Responsiveness, Assurance, 

and Empathy WRZDUG�WKH�&XVWRPHUV¶�6atisfaction. In addition, from the data result of multiple linear Regression, 

it can be concluded that the value of Fcount is 27,375 and higher than Ftable which is just 2,297. In the significant 

level of 0,05 H0 LV�UHMHFWHG��,W�PHDQV�WKDW�YDULDEOH�RI�&XVWRPHU¶V�6DWLVIDFWLRQ��<��LV�LQIOXHQFHG�VLgnificantly by 

YDULDEOH�RI� 6HUYLFH� �;���GHWHUPLQDQW� FRHIILFLHQW� YDOXH� �5��� VKRZV�������ZKLFK�PHDQV� YDULDEOH�RI�&XVWRPHU¶V�

Satisfaction (Y) is influenced by 53,4 % of variable of Tangibles, Reliability, Responsiveness, Assurance, and 

Empathy, while the rest of 46,6 % is influenced by variables beyond independent variable in this research. 

Therefore, variable of Tangibles, Reliability, Responsiveness, Assurance, and Empathy have given strong 

LQIOXHQFH�WRZDUG�YDULDEOH�RI�&XVWRPHU¶V Satisfaction. The conclusion of this study is there are simultaneously 

and partially influences among variable of Tangibles, Reliability, Responsiveness, Assurance, and Empathy  

toward variable of Customer Satisfaction. 
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:BSTR:K 

 

3_Q_OLWLZQ�LQL�E_UWXMXZQ�XQWXN���0_QJ_WZKXLZ�GZQ�P_QM_OZVNZQ�S_QJZUXK�V_FZUZ�VLPXOWZQ�GZQSZUVLZO�ZQWZUZ�YZULZEO_�

%XNWL�)LVLN��._KZQGZOZQ��'Z\Z�7ZQJJZS��-ZPLQZQ��GZQ�?PSZWL�W_UKZGZS�7LQJNZW�._SXZVZQ�3_OZQJJZQ��'ZUL�KZVLO�

XML� U_JU_VL� OLQL_U� E_UJZQGZ� GL� GZSZW QLOZ� )hitung V_E_VZU� ������� O_ELK� E_VZU� GZUL� )tZb_l V_E_VZU� ������3ZGZ� WZUZI�

VLJQLILNZQ������PZNZ�+0 GLWROZN�\ZQJ�E_UZUWL�EZKZZ�YZULZEO_�7LQJNZW�._SXZVZQ�3_OZQJJZQ��<��GLS_QJZUXKL�V_FZUZ�

VLJQLILNZQ�RO_K�YZULZEO_�3_OZ\ZQZQ��;���QLOZL�NR_ILVL_Q�'_W_UPLQZVL�(R2��P_QXQMXNNZQ�ZQJNZ�������\ZQJ�E_UZUWL�

YZULZE_O�7LQJNZW�._SXZVZQ�3_OZQJJZQ� �<�� �GLS_QJZUXKL� V_E_VZU�������RO_K�YZULZEO_�%XNWL)LVLN��._KZQGZOZQ, 
'Z\Z�7ZQJJZS�� -ZPLQZQ��GZQ�?PSZWL� V_GZQJNZQ� VLVZQ\Z�������GLS_QJZUXKL�RO_K�YZULZE_O� OZLQ�GLOXZU�YZULZEO_�

E_EZV�SZGZ�S_Q_OLWLZQ�LQL��'_QJZQ�G_PLNLZQ�YZULZEO_�E_EZV�%XNWL�)LVLN��._KZQGZOZQ��'Z\Z�7ZQJJZS��-ZPLQZQ��

GZQ�?PSZWL��P_PSXQ\ZL�KXEXQJZQ�\ZQJ�NXZW�W_UKZGZS�YZULZEO_�7LQJNZW�._SXZVZQ�3_OZQJJZQ��._VLPSXOZQ�GZUL�

KZVLO� S_Q_OLWLZQ� ZGZOZK� EZKZZ� ZGZ� S_QJZUXK� V_FZUZ� E_UVZPZ-VZPZ� GZQ� SZUVLZO� ZQWZUZ� YZULZEO_� %XNWL� )LVLN��
._KZQGZOZQ��'Z\Z�7ZQJJZS��-ZPLQZQ��GZQ�?PSZWL�W_UKZGZS�7LQJNZW�._SXZVZQ�3_OZQJJZQ�� 

 
KZtZ Kunci :K_puZsZnP_lZnggZn, KuZlitZsP_lZyZnZn  
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3?1':+8/8:1 

Bisnis kulin_r m_rupZkZn sZlZh sZtu dZri 
s_kiZn bZnyZk bisnis yZng m_n_rZpkZn kuZlitZs 
p_lZyZnZn p_lZnggZn s_bZgZi Zsp_k yZng b_rp_rZn 
p_QWLQJ� GZOZP� P_QZULN� S_OZQJJZQ�� GimZnZ bisnis 
kulin_r ini m_n_rZpkZn k_limZ Zsp_k kuZlitZV�
S_OZ\ZQZQ� S_OZQJJZQ� P_QXUXW� 3ZrZsurZmZn diZtZs, 
diZntZrZnyZ yZitu: bukti fisik  b_rupZ d_sZin 
bZngunZn yZng m_njZdi lookp_UWZPZ�XQWXN�P_QZULN�
S_OZQJJZQ�� NZr_nZ s_mZkin b_rjZmurnyZ bisnis 
kulin_r b_rupZ kZf_, k_dZi, mini r_stot_rs_but 
m_mbuZt p_lZku bisnis hZrus m_m_rZs otZknyZ dZn 
s_kr_Ztif mungkim untuk m_mbuZt d_sZin yZng 
s_d_mikiZn rupZ ZgZr p_ngunjung t_rtZrik dZn 
m_rZsZ nyZmZn guQZ�P_PZQMZNZQ�S_OZQJJZQdi kZf_ 
t_rs_but. S_lZin XQWXN� P_PZQMZNZQ� S_OZQJJZQ, 
d_sZin bZngunZn jugZ dibutuhkZn untuk m_ngikuti 
gZyZ hidup mZsyZrZkZt p_rkotZZn yZng s_mZkin high 
GZQ� VS_NWZNXO_r d_ngZn s_iring b_rk_mbZngnyZ 
zZmZn yZng m_nuntut m_r_kZ untuk ingin m_ngikuti 
dZn m_njZdikZn mZkZnZn s_bZgZi gZyZ hidup 
m_r_kZ. 
 S_t_lZh bukti fisik yZng dZpZt m_nZrik 
p_lZnggZn untuk dZtZng.HZl s_lZnjutnyZ yZng 
m_njZdi p_rtimbZngZn bisnis kulin_r ZdZlZh 
p_lZyZnZn yZng bZik yZng dZpZt m_nimbulkZn 
k_d_kZtZn ZtZu k_ZkrZbZQ� ZQWZUZ� NZU\ZZZQ� GZQ�
S_OZQJJZQyZng k_mudiZn m_nciptZkZn N_Q\ZPZQZQ�
EZJL� S_OZQJJZQ.HZrZpZn S_OZQJJZQ ZtZs kuZlitZs 
p_lZyZnZn yZng bZik ZkZn m_njZdi p_rtimbZngZn 
dZlZm k_puZsZn ZkZn produk ZtZu jZsZ� W_UV_EXW��
6_OZLQ�LWX��mZkZnZn ZtZu minumZn yZng t_rs_diZ di 
k_dZi, kZf_, ZtZu mini r_sto jugZ� P_QMZGL�
S_UWLPEZQJZQ� S_OZQJJZQ� XQWXN� P_UZVZ�

SXZV�%_rk_mbZngZn zZmZn, P_PEXZW 
S_OZQJJZQ� PXOZL� P_PS_UKZWLNZQ� N_V_KZWZQ�� Xntuk 
itu dZlZm m_ny_diZkZn mZkZnZn dZn minumZn 
SURGXV_Q� KZUXV� P_PEXZW� S_OZQJJZQ tidZk m_rZsZ 
rZgu d_ngZn kuZlitZs k_dZi, kZf_, ZtZu mini r_sto 
t_rs_but. 
 Bisnis kulin_r V_PZNLQ� EZQ\ZN di*U_VLN�
GLNXWLS� GZUL� UZGZU� 6XUZEZ\Z�� 6_NU_WZULV� +LPSXQZQ�

3_QJXVZKZ� 0XGZ� ,QGRQ_VLZ� �+LSPL�� P_Q\ZWZNZQ�

³.ZOZX�NZPL�P_QJZPZWL� V_OZPZ� V_P_VW_U� ,� LQL� ZGZ�

V_NLWZU����NZI_� U_VWRUZQ�EZUX�EXNZ��ZWZX�GZOZP�VZWX�

EXOZQ�ELVZ���U_VWRUZQ�V_S_UWL�GL�NZZZVZQ�S_UXPZKZQ�

*U_VLN� .RWZ� %ZUX´�6_GZQJNZQ� E_UGZVZUNZQ� GZWZ�

'LQZV� .RS_UZVL� 3_ULQGXVWULZQ� GZQ� 3_UGZJZQJZQ�

*U_VLN� MXPOZK� NZI_� GZQ� U_VWRUZQ� GL� *U_VLN� \ZQJ�

VXGZK� W_UGZIWZU� V_NLWZU� ���� XVZKZ�� %LVQLV� NXOLQ_U�

P_PLOLNL p_rsZingZn ZkZn kuZlitZs yZng dib_rikZn 

k_pZdZ p_lZnggZn gunZ m_m_nuhi k_inginZn yZng 
t_lZh dijZnjikZn.6_OZLQ� kuZlitZs p_lZyZnZn yZng 
P_QMZGL� S_UWLPEZQJZQ� s_gm_ntZsi yZng t_SZW�
VZVZUZQ� P_QMZGLNZQ� S_OZQJJZQ m_lZkukZn 
p_mb_liZn ulZng. HZrgZ yZng s_suZi d_ngZn ZpZ yZng 
didZpZt jugZ m_njZdi p_rtimbZngZn dZlZm 
p_rk_mbZngZn bisnis kulin_r di Gr_sik.  
 Bisnis kulin_r yZng s_dZng tr_ndb_lZkZngZn 
ini yZitu kulin_r G_QJZQ� UZVZ� S_GZV� \ZQJ� E_UO_Y_O-
O_Y_O�ZWZX�E_UWLQJNZW-WLQJNZW�UZVZ�N_S_GZVZQQ\Z�6ZZW�
LQL� GL� *U_VLN� t_rdZpZt E_UEZJZL� PZFZP�

SURGXV_QPZNZQZQ� PL_� S_GZV� G_QJZQ� E_QWXN� GZQ�

WLQJNZW� N_S_GZVZQ� \ZQJ� E_UE_GZ-E_GZ�+ZPSLU�
PZNZQZQ� GZQ� PLQXPZQ� \ZQJ� GLVZMLNZQ� RO_K� SZUZ�

SURGXV_Q� PL_� S_GZV� P_PLOLNL� YZULZVL-YZULZVL� \ZQJ�
E_UZJZP� XQWXN� P_QZULN� NRQVXP_Q� GZWZQJ� N_�

W_PSZWQ\Z�� 6_OZLQ� KZO� W_UV_EXW� N_GZL-N_GZL� S_QMXZO�
PL_�E_UO_Y_O�MXJZ�P_QRQMRONZQ�G_VZLQ�W_PSZW�XQWXN�

N_Q\ZPZQZQ� GZQ� N_SXZVZQ� S_OZQJJZQ� ZJZU� GZWZQJ 
N_PEZOL� ZWZX� EZKNZQ� P_U_NRP_QGZVLNZQ� N_SZGZ�

RUZQJ�OZLQ��� 
 ._GZL� .RE_U� 0L_� 6_WZQ� *U_VLN� P_UXSZNZQ�

SURGXV_Q� PL_� S_GZV� \ZQJ� P_QMZGL� S_ORSRU�

E_UPXQFXOZQQ\Z�PL_�S_GZV�GL�*U_VLN�6_OZLQ�P_QMZGL�

SURGXV_Q�S_UWZPZ�\ZQJ�P_QFLSWZNZQ�PZNZQZQ�S_GZV�

E_UO_Y_O��.XZOLWZV�3_OZ\ZQZQ�._GZL�.RE_U�0L_�6_WZQ�

VZQJZW� EZJXV� GZQ� V_VXZL� G_QJZQ� W_RUL� \ZQJ�

GLQ\ZWZNZQ� RO_K� 3ZUZVXUZPZQ� GLPZQZ� S_OZ\ZQZQ�

\ZQJ� GLE_ULNZQ� VZQJZW� F_SZW�� WZQJJZS�� GZQ� UZPZK��

N_PXGLZQ� EZQJXQZQ� LQW_ULRU� \ZQJ� P_QZULN� GZQ�

E_UVLK��GZQ�\ZQJ�WLGZN�NZOZK�S_QWLQJ�P_QX�PZNZQZQ�

W_UMZPLQ�� 5ZVZ� S_GZV� \ZQJ� E_UE_GZ� V_WLZS�

O_Y_OQ\Zm_mb_rikZn tZntZngZn t_rs_ndiri ZkZn 
tingkZt rZsZ� XQWXN� GLFREZ� RO_K� SZUZ� S_OZQJJZQ��
3_mb_riZnQZPZ� \ZQJ� XQLNGZQ� E_UZQ_NZ� UZJZP�
P_PEXZW� S_OZQJJZQ� LQJLQ� m_ncobZ s_tiZp m_nu 
yZng disZjikZn.  '_VZLQ� LQW_ULRU� \ZQJ� P_QZULN��
W_PSZW� SZUNLU� \ZQJ� OXZV�� KZUJZ� \ZQJ� V_VXZL� G_QJZQ�

NZQWRQJ� S_OZMZU�PZKZVLVZZ�� S_OZ\ZQZQ� \ZQJ� UZPZK�

GZQ�F_SZW��NXZOLWZV�PZNZQZQ�\ZQJ�EZLN�P_QMZGLNZQ�

W_PSZW� LQL� EZQ\ZN� V_NZOL� GLNXQMXQJL� RO_K�

S_OZQJJZQ�6_OZLQ� LWX� O_tZk yZng strZt_gis jugZ 
m_njZdi p_rtimbZngZn p_lZnggZn XQWXN�N_PEZOL�GZQ�
O_ELK� PXGZK dicZri kZr_nZ l_tZknyZ b_rZdZ di 
NZZZVZQ�*U_VLN�.RWZ�%ZUX��*.%�. 
 6ZOZK�VZWX�N_XQLNZQ�._GZL�.RE_U�0L_�6_WZQ�\ZLWX�

S_PE_ULZQ� QZPZ� \ZQJ� E_UXQVXU� V_WZQ�� G_QJZQ�

PZNVXG� N_S_GZVZQ� PL_� \ZQJ� GLVZMLNZQ� V_S_UWL� FLUL�

NKZV� V_WZQ� \ZQJ� E_UNRQRWZVL� V_UZP� \ZQJ� GLZUWLNZQ�

EZKZZ� S_GZVQ\Z� .RE_U� 0L_� 6_WZQ� VZQJZW� S_GZV�

V_NZOL�� 6_OZLQ� LWX� S_PE_ULZQ� QZPZ� PLQXPZQ� MXJZ�
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WLGZN� O_SZV� GZUL� XQVXU� V_WZQ� \ZLWX� V_S_UWL� _V�

J_QG_UXZR��_V�NXQWLOZQZN�GZQ�OZLQ�V_EZJZLQ\Z� 
 

K:JI:N PUST:K: 

KuZlitZs P_lZyZnZn 

 M_nurut Lov_lock, Wirtz, dZn Mussry 
(2010:153) kZtZ kuZlitZs m_miliki Zrti yZng b_rb_dZ 
bZgi s_tiZp orZng, t_rgZntung dZri kont_ksnyZ, yZitu 
: 

1) PZndZngZn trZns_nd_nm_ng_nZi kuZlitZs 
b_rsinonim d_ngZn k_unggulZQ�EZZZZQ�� WZQGZ-
WZQGZ�VWZQGZU�GZn pr_stZsi yZng tinggi; 

2) P_nd_kZtZn b_rbZsis mZnufZktur didZsZrkZn 
pZdZ p_rs_diZZn dZn t_rutZmZ sZngZt 
m_m_rhZtikZn prZktik-prZktik t_knik dZn 
mZnufZktur; 

3) D_finisi b_rbZsis p_nggunZ, d_finisi ini 
m_nyZmZkZn kuZlitZs d_ngZn k_puZsZn 
mZksimum. P_rsp_ktif yZng subj_ktif dZn 
b_rori_ntZsi pZdZ k_butuhZn ini m_ngZkui 
bZhwZ p_lZnggZn yZng b_rb_dZ m_miliki 
k_inginZn dZn k_butuhZn yZng b_rb_dZ pulZ; 

4) D_finisi b_rbZsis nilZi m_nd_finisikZn kuZlitZs 
dZlZm hZl nilZi dZn hZrgZ. D_ngZn 
m_mp_rtimbZngkZn p_rtukZrZn ZntZr kin_rjZ 
(ZtZu k_s_suZiZn) dZn hZrgZ, kuZlitZs 
did_finisikZQ�³N_unggulZn yZng t_rjZngkZX´� 

 
 Mutu ZtZu kuZlitZs m_nurut Go_ts dZn DZvis 
(1994) kuZlitZs m_rupZkZn suZtu kondisi dinZmis 
yZng b_rhubungZnd_ngZn produk, jZsZ, mZnusiZ, 
pros_s, dZn lingkungZn yZng P_P_QXKL� ZWZX�
P_O_ELKL�KZUZSZQ� 

 LimZ dim_nsi NXZOLWZV�S_OZ\ZQZQ�pokok m_nurut 
PZrZsurZmZn, _t Zl GZOZP� 7MLSWRQR� GZQ� &KZQGUZ�
(2011:198) t_rs_but, yZitu : 
1) TZngibl_s (bukti fisik), yZitu bukti fisik dZn 

m_njZdi bukti ZwZl yZng bisZ ditunjukkZn ol_h 
orgZnisZsi p_ny_diZ lZyZnZn yZng ditunjukkZn 
ol_h tZmpilZn g_dung, fZsilitZs fisik p_ndukung, 
p_rl_ngkZpZn dZn p_nZmpilZn p_k_rjZZn; 

2) R_liZbility (k_ZndZlZn), yZitu k_mZmpuZn 
p_ny_diZ lZyZnZn m_m_b_rikZn lZyZnZn yZng 
dijZnjikZn d_ngZn s_g_rZ, ZkurZt, dZn 
m_muZskZn; 

3) R_sponsiv_n_ss (dZyZ tZnggZp), yZitu pZrZ 
p_k_rjZ m_miliki k_mZuZn dZn b_rs_diZ 

m_mbZntu p_lZnggZn dZn m_mb_ri lZyZnZn 
d_ngZn c_pZt dZn tZnggZp; 

4) :ssurZnc_ �MZPLQZQ��� \ZLWX� S_QJ_WZKuZn dZn 
N_FZNZSZQ� SZUZ� S_N_UMZ� \ZQJ� P_Pb_rikZn 
jZminZn bZhwZ m_r_kZ bisZ m_mb_rikZn 
lZyZnZn d_ngZn bZik; 

5) ?mpZthy (_mpZti), yZitu pZrZ p_k_rjZ mZmpu 
m_njZmin komunikZsi int_rp_rsonZl dZn 
m_mZhZmi k_butuhZn p_lZnggZn. 

 
._SXZVZQ�3_OZQJJZQ 

M_nurut W_stbrook & R_ily (1983) 
b_rp_ndZpZt bZhwZ k_puZsZn p_lZnggZn m_rupZkZn 
r_spon _mosionZl t_rhZdZp p_ngZlZmZn-p_ngZlZmZn 
b_rkZitZn d_ngZn produk ZtZu jZsZ t_rt_ntu yZng 
dib_li, g_rZi r_tZil, ZtZu bZhkZn p_rilZku  (s_p_rti 
p_rilZku b_rb_lZnjZ dZn p_rilZku p_mb_li), s_rtZ 
pZsZr s_cZrZ k_s_luruhZn. K_puZsZn (sZtisfZction) 
b_rZsZl dZri bZhZsZ lZtin, yZitu sZtis yZng b_rZrti 
_nough ZWZX�FXNXS dZn fZc_r_ yZng b_rZrti to do ZtZu 
m_lZkukZn. 

P_ngukurZn k_puZsZn p_lZnggZn sZngZt 
p_nting bZgi suZtu p_rusZhZZn.'ZOZP� ._SXZVZQ�
3_OZQJJZQ� MXJZ� W_UGZSZW� LQGLFZWRU� ._SXZVZQ�

3_OZQJJZQ�� +ZZNLQV� GZQ� /RQ_O\� GLNXWLS� GZOZP�

7MLSWRQR������������P_Q\ZWZNZQ�ZWULEXW�S_PE_QWXN�

._SXZVZQ�3_OZQJJZQ��W_UGLUL�GZUL�� 

1) ._V_VXZLZQ�+ZUZSZQ� 
0_UXSZNZQ� WLQJNZW� N_V_VXZLZQ� ZQWZUZ� NLQ_UMZ�

SURGXN�\ZQJ�GLKZUZSNZQ�RO_K�S_OZQJJZQ�G_QJZQ�

\ZQJ�GLUZVZNZQ�RO_K S_OZQJZQ��P_OLSXWL�� 
x 3URGXN�\ZQJ�GLS_URO_K�V_VXZL�ZWZX�P_O_ELKL�

G_QJZQ�ZSZ�\ZQJ�GLKZUZSNZQ� 
x 3_OZ\ZQZQ� RO_K� NZU\ZZZQ� \ZQJ� GLS_URO_K�

V_VXZL� ZWZX� P_OLELKL� G_QJZQ� \ZQJ�

GLKZUZSNZQ� 
x  )ZVLOLWZV� S_QXQMZQJ� \ZQJ� GLGZSZW� V_VXZL�
ZWZX�P_O_ELKL�G_QJZQ�\ZQJ�GLKZUZSNZQ� 

2) 0LQZW�%_UNXQMXQJ�._PEZOL 
0_UXSZNZQ� N_V_GLZZQ� S_OZQJJZQ� XQWXN�

E_UNXQMXQJ�N_PEZOL�ZWZX�P_OZNXNZQ�S_PE_OLZQ�

XOZQJ�W_UKZGZS�SURGXN�W_UNZLW��P_OLSXWL�� 
x %_UPLQWZ� XQWXN� E_UNXQMXQJ� N_PEZOL� NZU_QZ�

S_OZ\ZQZQ� \ZQJ� GLE_ULNZQ� RO_K� NZU\ZZZQ�

P_PXZVNZQ 
x %_UPLQZW� XQWXN� E_UNXQMXQJ� N_PEZOL� NZU_QZ�

QLZL� ZWZX� PZQIZZW� \ZQJ� GLS_URO_K� V_W_OZK�

P_QJNRQVXPVL�SURGXN 
x %_UPLQZW� XQWXN� E_UNXQMXQJ� N_PEZOL� NZU_QZ�

IZVLOLWZV�S_QXQMZQJ�\ZQJ�GLV_GLZNZQ 
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3) ._V_GLZZQ�0_U_NRP_QGZVL 
0_UXSZNZQ� N_V_GLZZQ� S_OZQJJZQ� XQWXN�

P_U_NRP_QGZVLNZQ� SURGXN� \ZQJ� W_OZK�

dLUZVZNZQQ\Z� N_SZGZ� W_PZQ� ZWZX� N_OXZUJZ��
P_OLSXWL�� 
x 0_QZUZNQ� W_PZQ� ZWZX� N_UZEZW� XQWXN�

P_PE_OL� SURGXN� \ZQJ� GLWZZZUNZQ� NZU_QZ�

S_OZ\ZQZQ�\ZQJ�P_PXZVNZQ� 
x 0_Q\ZUZQNZQ� W_PZQ� ZWZX� N_UZEZW� XQWXN�

P_PE_OL� SURGXN� \ZQJ� GLWZZZUNZQ� NZU_QZ�

IZVLOLWZV� S_QXQMZQJ� \ZQJ� GLV_GLZNZQ�

P_PZGZL� 
x 0_Q\ZUZQNZQ� W_PZQ� ZWZX� N_UZEZW� XQWXN�

P_PE_OL� SURGXN� \ZQJ� GLWZZZUNZQ� NZU_QZ�

QLOZL� ZWZX� PZQIZZW� \ZQJ� GLGZSZW� V_W_OZK�

P_QJNRQVXPVL�V_EXZK�SURGXN�MZVZ� 
 
HubungZn ZntZrZ KuZlitZs P_lZyZnZn 

d_ngZnTingkZtK_puZsZn P_lZnggZn 

 KuZlitZs p_lZyZnZn yZQJ� W_UGLUL� GZUL� %XNWL�
)LVLN�� ._KZQGZOZQ�� 'Z\Z� 7ZngJZS�� -ZPLQZQ�� V_UWZ�
?PSZWL� P_UXpZkZn p_rbZndingZn ZntZrZ lZ\ZQZQ�
\ZQJ�GLUZVZNZQ�S_OZQJJZQ d_ngZn KuZlitZs LZ\ZQZQ�
\ZQJ�GLKZUZSNZQ�S_OZQJJZQ. P_rs_psi dZn _ksp_ktZsi 
sZmZ ZtZu l_bih b_sZr mZkZ p_lZnggZn ZkZn m_rZsZ 
puZs. :pZbilZ _ksp_ktZsi tidZk t_rp_nuhi, mZkZ 
k_puZsZn tidZk ZkZn dirZsZkZn p_lZnggZn.  
 Konsist_nsi dZn sup_rioritZs kuZlitZs 
p_lZyZnZn dZpZt b_rpot_nsi m_nciptZkZn k_puZsZn 
p_lZnggZn.MZnfZZt\ZQJ� GZSZW� GLS_URO_K� s_p_rti 
E_rdZmpZk poVLWLI� SZGZ� OR\ZOLWZV� S_OZQJJZQ��
E_rpot_nsi m_njZdi sumb_r p_ndZpZtZn mZsZ d_pZn, 
t_rutZmZ m_lZlui p_mb_liZn ulZng, cross-s_lling dZn 

up-s_lling�� P_n_kZn biZyZ trZnsZksi p_lZnggZn di 
mZsZ d_pZn, P_Q_NZQ� ELZ\Z dZn U_VLNR� E_UN_QZZQ�
G_QJZQ� SU_GLNVi ZlirZn kZs mZVZ� G_SZQ� 
P_ningkZtkZn tol_rZnsi hZrgZ, t_rutZmZ k_s_diZZn 
p_lZnggZn untuk m_mbZyZr hZrgZ pr_mium dZn 
p_lZnggZn F_QG_UXQJ� WLGZN� PXGZK� W_UJRGZ� untuk 
b_rZlih p_rusZhZZn GZQ�OZLQ-OZLQ  

Hipot_sis 

 

H1: VZriZb_lBukti Fisik, K_ZndZlZn, DZyZ 
TZnggZp,JZminZn, ?mpZti b_rp_ngZruh 
VLJQLILNZQ� s_cZrZ b_rsZmZ-sZmZ W_UKZGZS�
7LQJNZW�._SXZVZQ�3_OZQJJZQ. 

H2: VZriZb_lBukti Fisik b_rp_ngZruh VLJQLILNZQ�
s_cZrZ pZrVLZO� W_UKZGZS� 7LQJNZW� ._SXZVZQ�
3_OZQJJZQ. 

H3: VZriZb_lK_ZndZlZn b_rp_ngZruh VLJQLILNZQ 
s_cZrZ pZrVLZO� W_UKZGZS� 7LQJNZW� ._SXZVZQ�
3_OZQJJZQ. 

H4: VZriZb_lDZyZ TZnggZp b_rp_ngZruh VLJQLILNZQ 
s_cZrZ pZrVLZO� W_UKZGZS� 7LQJNZW� ._SXZVZQ�
3_OZQJJZQ. 

H5: VZriZb_l JZminZn b_rp_ngZruh VLJQLILNZQ s_cZrZ 
pZrVLZO�W_UKZGZS�7LQJNZW�._SXZVZQ�3_OZQJJZQ. 

H6: VZriZb_l?mpZti b_rp_ngZruh VLJQLILNZQ s_cZrZ 
pZrVLZO�W_UKZGZS�7LQJNZW�._SXZVZQ�3_OZQJJZQ. 

 

0?72'( 3?1?/,7,:1 

3_Q_OLWLZQ�LQL�P_UXSZkZQ�S_Q_OLWLZn S_QM_OZVZQ. 
3_Q_OLWLZn GLOZNXNZQ�GL�._GZL�.RE_U�0L_�6_WZQ�\ZQJ�
E_UZOZPZW� GL� -ZOZQ� 6XOZZ_VL� 1R��� 3_UXP�� *.%, 
*U_VLN�DidZpZt sZPS_O�116 orZQJ�U_VSRQG_Q G_QJZn 
S_QJXPSXOZQ� GZWZ� P_QJJXQZNZQ� NX_VLRQ_U yZng 
diZnZlisis P_QJJXQZkZn ZQZOLVLV� U_JU_VL OLQL_U�
E_UJZQGZ. 
 

H:SIL D:N P?MB:H:S:N 
7ZE_O����3_UVZPZZQ�U_JU_VL 

VZriZb_l  
B_bZs 

UnstZndZrdiz_d  

Co_ffici_nts 

StZndZrdiz_d  

Co_ffici_nts 
t  Sig. 

B 
Std. 
?rror B_tZ 

(ConstZnt) 0.337 0.693  0.485 0.628 

X1 0.214 0.056 0.287 3.798 0.000 

X2 0.106 0.053 0.173 1.999 0.048 

X3 0.091 0.045 0.157 2.029 0.045 

X4 0.142 0.045 0.239 3.186 0.002 

X5 0.097 0.045 0.162 2.170 0.032 

Sumb_r: P_QXOLV�����7 

 

7ZE_O���.R_ILVL_Q�.RU_OZVL�GZQ�'_W_UPLQZVL 

R R SquZr_ :djust_d R SquZr_ 

0.745 0.554 0.534 

Sumb_r: P_QXOLV�����7 

 

Ko_fisi_n d_t_rminZsi digunZkZn untuk 
m_nghitung b_sZrnyZ p_ngZruh ZtZu kontribusi 
vZriZb_l b_bZs t_rhZdZp vZriZb_l t_riNZW��'ZUL�ZQZOLVLV�

SZGZ� 7ZE_O� � dip_rol_h hZsil Zdjust_dR 2 (ko_fisi_n 
d_t_rminZsi) s_b_sZr 0,534. :rtinyZ bZhwZ 53,4% 
vZriZb_l 7LQJNZWK_puZsZn P_lZnggZn ZkZn 
dip_ngZruhi ol_h vZriZb_l b_bZsnyZ, yZitu Bukti 
Fisik (X1), K_hZndZlZn (X2), DZyZ TZnggZp (X3), 
JZminZn (X4), ?mpZti (X5).S_dZngkZn sisZnyZ 
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46,6% vZriZb_l 7LQJNZWK_puZsZn P_lZnggZnZkZn 
dip_ngZruhi ol_h vZriZb_l-vZriZb_l yZng lZin yZng 
tidZk dibZhZs dZlZm p_n_litiZn ini 
  

 %_UGZVZUNZQ� KZVLO� ZQZOLVLV� GZWZ� P_OZOXL�

ZQZOLVLV�U_JU_VL�GLN_WZKXL�EZKZZ�.XZOLWZV�3_OZ\ZQZQ�

�;��GZSZW�P_P_QJZUXKL�YZULZE_O�7LQJNZW�._SXZVZQ�

3_OZQJJZQ� �<��ZGZSXQ� S_PEZKZVZQ�PZVLQJ-PZVLQJ�
YZULZE_O�ZGZOZK�V_EZJZL�E_ULNXW� 
 
1. VZriZb_l Bukti Fisik (X1) 

 0_QXUXW�3ZUZVXUZPZQ�_t Zl GZOZP�7MLSWRQR�
GZQ� &KZQGUZ� ����������� � ³TZngibl_s (Bukti 
)LVLN���\ZLWX�EXNWL� ILVLN�GZQ�P_QMZGL�EXNWL�ZZZO�

\ZQJ�ELVZ�GLWXQMXNNZQ�RO_K�RUJZQLVZVL�S_Q\_GLZ�

OZ\ZQZQ�\ZQJ�GLWXQMXNNZQ�RO_K�WZPSLOZQ�J_GXQJ��

IZVLOLWZV� ILVLN� S_QGXNXQJ�� S_UO_QJNZSZQ� GZQ�

S_QZPSLOZQ� S_N_UMZ´�� 'ZOZP� KZO� LQL� E_UNZLWZQ�

G_QJZQ� N_O_QJNZSZQ� GZQ� S_QZPSLOZQ� ILVLN� GZUL�

S_OZ\ZQZQ�\ZQJ�GLE_ULNZQ�RO_K�._GZL�.RE_U�0L_�

6_WZQ� W_UKZGZS� S_OZQJJZQQ\Z�� \ZQJ� PZQZ� KZO�

W_UV_EXW� GZSZW� GLOLKZW� GZQ� GLUZVZNZQ� RO_K�

S_OZQJJZQ�� 'ZUL� 7ZE_O� ���� GLVWULEXVL� IU_NX_QVL�

MZZZEZQ� U_VSRQG_Q� GZSZW� GLN_WZKXL� MLNZ�

PZ\RULWZV� S_OZQJJZQ� P_UZVZ� SXZV� G_QJZQ�

EZQJXQZQ�LQW_ULRU�._GZL�.RE_U�0L_�6_WZQ�\ZQJ�

P_QZULN�� ORNZVL� ._GZL� .RE_U� 0L_� 6_WZQ� \ZQJ�

VWUZW_JLV��GZQ�NZU\ZZZQ�._GZL�.RE_U�0L_�6_WZQ�

\ZQJ� E_US_QZPSLOZQ� UZSL�� 9ZULZE_O� %XNWL� )LVLN�

VZQJZW�S_UOX�GLS_UKZWLNZQ�RO_K�._GZL�.RE_U�0L_�

6_WZQ�NZU_QZ� SZGZ� S_Q_OLWLZQ� LQL� YZULZE_O�%XNWL�

)LVLN� �;�� P_PSXQ\ZL� S_QJZUXK� \ZQJ� SZOLQJ�

VLJQLILNZQ�W_UKZGZS�7LQJNZW._SXZVZQ�3_OZQJJZQ�

(Y). 
 +ZO�LQL�GLWXQMXNNZQ�G_QJZQ�QLOZL�NR_ILVL_Q�

U_JU_VL�V_E_VZU�������G_QJZQ�W�hitung V_E_VZU�������
GZQ� SUREZELOLWZV� V_E_VZU� ������ �� V_KLQJJZ�

H0GLWROZN� GZQ� +1 GLW_ULPZ� V_KLQJJZ� GZSZW�
GLVLPSXONZQ� EZKZZ� 7LQJNZW� ._SXZVZQ�

3_OZQJJZQ� GZSZW� GLS_QJZUXKL� V_FZUZ� VLJQLILNZQ�

RO_K� %XNWL� )LVLN� ZWZX� G_QJZQ� P_QLQJNZWNZQ�

%XNWL� )LVLN� PZNZ� ._SXZVZQ� 3_OZQJJZQ� ZNZQ�

P_QJZOZPL�S_QLQJNZWZQ�V_FZUZ�Q\ZWZ��3_Q_OLWLZQ�

LQL� P_QGXNXQJ� S_Q_OLWLZQ� V_E_OXPQ\Z� \ZQJ�

GLOZNXNZQ�RO_K� ,QGULZQLQJVLK� �������GZQ�&ZQG\�

������� GZOZP� MXGXO� S_Q_OLWLZQ� PZVLQJ-PZVLQJ��
GZSZW�GLN_WZKXL�EZKZZ�YZULZE_O�%XNWL�)LVLN�MXJZ�

E_US_QJZUXK� VLJQLILNZQ� W_UKZGZS� 7LQJNZW�

._SXZVZQ� 3_OZQJJZQ�� +ZO� LQL� P_PEXNWLNZQ�

EZKZZ� YZULZE_O� %XNWL� )LVLN� LQL� E_US_UZQ� XQWXN�

P_QLQJNZWNZQ�7LQJNZW�._SXZVZQ�3_OZQJJZQ� 

2. VZriZb_l K_hZndZlZn (X2) 

 0_QXUXW� 3ZUZVXUZPZQ�� _t Zl GZOZP�
7MLSWRQR� GZQ� &KZQGUZ� ������������ ³R_liZbility 
�._KZQGZOZQ��� \ZLWX� N_PZPSXZQ� S_Q\_GLZ�

OZ\ZQZQ� P_PE_ULNZQ� OZ\ZQZQ� \ZQJ� GLMZQMLNZQ�

G_QJZQ� V_J_UZ�� ZNXUZW�� GZQ� P_PXZVNZQ´�� +ZO�

W_UV_EXW�P_QXQMXNNZQ�EZKZZ�MZVZ�\ZQJ�GLE_ULNZQ�

._GZL� .RE_U� 0L_� 6_WZQ� PZPSX� P_PE_ULNZQ�

S_OZ\ZQZQ� \ZQJ� V_VXZL� G_QJZQ� ZSZ� \ZQJ� W_OZK�

GLMZQMLNZQ�� V_KLQJJZ� S_OZQJJZQ� P_UZVZ� V_QZQJ�

GZQ� SXZV�� 'ZUL� 7ZE_O� ����� GLVWULEXVL� IU_NX_QVL�

MZZZEZQ� U_VSRQG_Q� GZSZW� GLN_WZKXL� MLNZ�

PZ\RULWZV� S_OZQJJZQ� P_UZVZ� SXZV� ZWZV�

N_V_VXZLZQ�S_OZ\ZQZQ�W_UV_EXW� 
 +ZO�LQL�GLWXQMXNNZQ�G_QJZQ�QLOZL�NR_ILVL_Q�

U_JU_VL�V_E_VZU�������G_QJZQ�W�hitung V_E_VZU�������
GZQ� SUREZELOLWZV� V_E_VZU� ������ �.� �� �������

V_KLQJJZ� +0GLWROZN� GZQ� +1 GLW_ULPZ� GZQ� GZSZW�
GLVLPSXONZQ� EZKZZ� ._SXZVZQ� 3_OZQJJZQ� GZSZW�

GLS_QJZUXKL� V_FZUZ� VLJQLILNZQ� RO_K� ._KZQGZOZQ�

ZWZX� G_QJZQ� P_QLQJNZWNZQ� ._KZQGZOZQ� PZNZ 
._SXZVZQ� 3_OZQJJZQ� ZNZQ� P_QJZOZPL�

S_QLQJNZWZQ� V_FZUZ� Q\ZWZ�� 3_Q_OLWLZQ� LQL�

P_QGXNXQJ� S_Q_OLWLZQ� V_E_OXPQ\Z� \ZQJ�

GLOZNXNZQ�RO_K� ,QGULZQLQJVLK� �������GZQ�&ZQG\�

������� GZOZP� MXGXO� S_Q_OLWLZQ� PZVLQJ-PZVLQJ��
GZSZW�GLN_WZKXL�EZKZZ�YZULZE_O�._KZQGZOZQ�MXJZ�

E_US_QJZUXK� VLJQLILNZQ� W_UKZGZS� 7LQJNZW�

._SXZVZQ� 3_OZQJJZQ�� +ZO� LQL� P_PEXNWLNZQ�

EZKZZ� YZULZE_O� ._KZQGZOZQ� LQL� E_US_UZQ� XQWXN�

P_QLQJNZWNZQ�7LQJNZW�._SXZVZQ�3_OZQJJZQ� 
 

3. VZriZb_l DZyZ TZnggZp (X3) 

 0_QXUXW� 3ZUZVXUZPZQ�� _t Zl GZOZP�
7MLSWRQR� GZQ� &KZQGUZ� �����������

³R_sponsiv_n_ss �'Z\Z� 7ZQJJZS��� \ZLWX� SZUZ�

S_N_UMZ� P_PLOLNL� N_PZXZQ� E_UV_GLZ� P_PEZQWX�

S_OZQJJZQ� GZQ� P_PE_UL� OZ\ZQZQ� G_QJZQ� F_SZW�

GZQ� WZQJJZS´��+ZO� LQL� E_UZUWL�._GZL�.RE_U�0L_�

6_WZQ�P_PEZQWX�S_OZQJJZQ�\ZQJ�P_PEXWXKNZQ�

LQIRUPZVL�ZWZX�S_OZ\ZQZQ�\ZQJ�GLEXWXKNZQ SZGZ�
VZZW� LWX�'ZUL� 7ZE_O� ����� GLVWULEXVL� IU_NX_QVL�

MZZZEZQ� U_VSRQG_Q� GZSZW� GLN_WZKXL� MLNZ�

PZ\RULWZV� S_OZQJJZQ� ._GZL� .RE_U� 0L_� 6_WZQ�

P_UZVZ� SXZV� G_QJZQ� N_F_SZWZQ� S_OZ\ZQZQ��

S_PE_ULZQ� OZ\ZQZQ� GZQ� S_Q\_O_VZLZQ� PZVZOZK�

\ZQJ� ZGZ�� 9ZULZE_O� 'Z\Z� 7ZQJJZS� LQL� VZQJZW�

S_QWLQJ�GZQS_UOX�GLS_UKZWLNZQ�RO_K�._GZL�.RE_U�

0L_�6_WZQ�NZU_QZ�G_QJZQ�S_OZ\ZQZQ�\ZQJ�F_SZW�

ZNZQ� P_PEXZW� S_OZQJJZQ� P_UZVZ� V_QZQJ� ZWZV�

S_OZ\ZQZQ� \ZQJ� W_OZK� GLE_ULNZQ�� 0LVZOQ\Z�
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S_OZQJJZQ�LQL�P_P_VZQ�N_PEZOL�ZWZX�P_QJJZQWL�

O_Y_O� WLQJNZW� N_S_GZVZQ� S_OZQJJZQ KZQ\Z� S_UOX�
P_PZQJJLO�S_OZ\ZQ�XQWXN�P_P_VZQNZQ�N_PEZOL�

WZQSZ�S_UOX�N_�NZVLU�XQWXN�P_QJZQWUL�S_PEZ\ZUZQ�

OZJL��GLPZQZ�LQL�ZNZQ�P_PEXZW�S_OZQJJZQ�P_UZVZ�

V_QZQJ� G_QJZQ� N_PXGZKZQ-N_PXGZKZQ� \ZQJ�
GLE_ULNZQ� 
 +ZO� W_UV_EXW� GLWXQMXNNZQ� G_QJZQ� QLOZL�

NR_ILVL_Q� U_JU_VL� V_E_VZU� ������ G_QJZQ� W� hitung 
������GZQ�SUREZELOLWZV�V_E_VZU��������.����������

V_KLQJJZ�+0 GLWROZN�GZQ�+1 GLW_ULPZ� GZQ�GZSZW�
GLVLPSXONZQ� EZKZZ� 7LQJNZW� ._SXZVZQ�

3_OZQJJZQ� GZSZW� GLS_QJZUXKL� V_FZUZ� VLJQLILNZQ�

RO_K�'Z\Z� 7ZQJJZS� ZWZX� G_QJZQ�P_QLQJNZWNZQ�

'Z\Z� 7ZQJJZS� PZNZ� 7LQJNZW� ._SXZVZQ�

3_OZQJJZQ� ZNZQ�P_QJZOZPL� S_QLQJNZWZQ� V_FZUZ�

Q\ZWZ�� 3_Q_OLWLZQ� LQL� P_QGXNXQJ� S_Q_OLWLZQ�

V_E_OXPQ\Z� \ZQJ� GLOZNXNZQ� RO_K� ,QGULZQLQJVLK�

�������GZQ�&ZQG\��������GZOZP�MXGXO�S_Q_OLWLZQ�

PZVLQJ-PZVLQJ��GZSZW�GLN_WZKXL�EZKZZ�YZULZE_O�
DZ\Z� 7ZQJJZS� MXJZ� E_US_QJZUXK� VLJQLILNZQ�
W_UKZGZS� 7LQJNZW� ._SXZVZQ� 3_OZQJJZQ�� +ZO� LQL�

P_PEXNWLNZQ�EZKZZ�YZULZE_O�'Z\Z�7ZQJJZS�LQL�

E_US_UZQ�XQWXN�P_QLQJNZWNZQ�7LQJNZW�._SXZVZQ�

3_OZQJJZQ� 
 
4. VZriZb_l JZminZn (X4) 

 0_QXUXW� 3ZUZVXUZPZQ�� _t Zl GZOZP�
7MLSWRQR� GZQ� &KZQGUZ� ����������� ³:ssurZnc_ 
�-ZPLQZQ��� \ZLWX� S_QJ_WZKXZQ� GZQ� N_FZNZSZQ�

SZUZ� S_N_UMZ� \ZQJ�P_PE_ULNZQ� MZPLQZQ� EZKZZ�

P_U_NZ�ELVZ�P_PE_ULNZQ�OZ\ZQZQ�G_QJZQ�EZLN´��

'ZOZP�KZO�LQL�E_UNZLWZQ�G_QJZQ�EZJZLPZQZ�._GZL�

.RE_U�0L_�V_WZQ�PZPSX�P_\ZNLQNZQ�GZQ�E_QZU�

ZGZQ\Z� EZKZZ� SURGXN� \ZQJ� GLWZZZUNZQ� ZPZQ�

XQWXN� GLNRQVXPVL�� V_KLQJJZ� S_OZQJJZQ� WLGZN�

P_UZVZ�UZJX�W_UKZGZS�P_QX-P_QX��._GZL�.RE_U�
0L_�6_WZQ��'ZUL�7ZE_O������GLVWULEXVL� IU_NX_QVL�

MZZZEZQ� U_VSRQG_Q� GZSZW� GLN_WZKXL� MLNZ�

PZ\RULWZV� S_OZQJJZQ� P_UZVZ SXZV� G_QJZQ�
MZPLQZQ� N_ZPZQZQ� ._GZL� .RE_U� 0L_� 6_WZQ��

'_QJZQ� S_OZ\ZQZQ� \ZQJ� UZPZK� GZQ� S_QM_OZVZQ�

\ZQJ�EZLN�ZWZV�SURGXN� \ZQJ�GLWZZZUNZQ�N_SZGZ�

S_OZQJJZQ�P_PEXZW�S_OZQJJZQ�P_UZVZ�ZPZQ�ZWZV�

SURGXN�\ZQJ�GLNRQVXPVLQ\Z�\ZQJ�QZQWLQ\Z�ZNZQ�

P_PE_ULNZQ�UZVZ�N_SXZVZQ�GZQ�N_S_UFZ\ZZQ�EZJL�

S_OZQJJZQ�� 
 +ZO�LQL�GLWXQMXNNZQ�G_QJZQ�QLOZL�NR_ILVL_Q�

U_JU_VL�V_E_VZU�������G_QJZQ�W�hitung V_E_VZU�������
GZQ� SUREZELOLWZV� V_E_VZU� ������ �.� �� �������

V_KLQJJZ�+0 GLWROZN�GZQ�+1 GLW_ULPZ� GZQ�GZSZW�

GLVLPSXONZQ� EZKZZ� 7LQJNZW� ._SXZVZQ�

3_OZQJJZQ� GZSZW� GLS_QJZUXKL� V_FZUZ� VLJQLILNZQ�

RO_K� -ZPLQZQ� � ZWZX� G_QJZQ� P_QLQJNZWNZQ�

-ZPLQZQ� PZNZ� 7LQJNZW� ._SXZVZQ� 3_OZQJJZQ�

ZNZQ� P_QJZOZPL� S_QLQJNZWZQ� V_FZUZ� Q\ZWZ��

3_Q_OLWLZQ�LQL�P_QGXNXQJ�S_Q_OLWLZQ�V_E_OXPQ\Z�

\ZQJ� GLOZNXNZQ� RO_K� ,QGULZQLQJVLK� ������� GZQ�

CZQG\� ������� GZOZP� MXGXO� S_Q_OLWLZQ� PZVLQJ-
PZVLQJ��GZSZW�GLN_WZKXL�EZKZZ�YZULZE_O�-ZPLQZQ�

MXJZ� E_US_QJZUXK� VLJQLILNZQ� W_UKZGZS� 7LQJNZW�

._SXZVZQ� 3_OZQJJZQ�� +ZO� LQL� P_PEXNWLNZQ�

EZKZZ� YZULZE_O� -ZPLQZQ� LQL� E_US_UZQ� XQWXN�

P_QLQJNZWNZQ�7LQJNZW�._SXZVZQ�3_OZQJJZQ� 
 

5. VZriZb_l ?mpZti (X5) 

 0_QXUXW� 3ZUZVXUZPZQ�� _t Zl GZOZP�
7MLSWRQR� GZQ� &KZQGUZ� ����������� ³?PSZWKy 
�?PSZWL��� \ZLWX� SZUZ� S_N_UMZ� PZPSX�P_QMZPLQ�

NRPXQLNZVL� LQW_US_UVRQZO� GZQ� P_PZKZPL�

N_EXWXKZQ�S_OZQJJZQ´��'ZOZP�KZO� LQL� E_UNZLWZQ�

G_QJZQ� N_PZPSXZQ� ._GZL� .RE_U� 0L_� 6_WZQ�

XQWXN�S_GXOL��P_QJ_UWL�GZQ�P_PZKZPL�W_UKZGZS�

PZVZOZK� ZWZX� N_EXWXKZQ� \ZQJ� GLKZGZSL� RO_K�

p_OZQJJZQ�V_OZPZ�E_UZGZ�GL�._GZL�W_UV_EXW�'ZUL�
7ZE_O� ����� GLVWULEXVL� IU_NX_QVL� MZZZEZQ�

U_VSRQG_Q� GZSZW� GLN_WZKXL� MLNZ� PZ\RULWZV�

S_OZQJJZQ�P_UZVZ�SXZV�G_QJZQ�S_UKZWLZQ�N_SZGZ�

S_OZQJJZQ� V_FZUZ� S_UVRQZO�ZWZV�N_EXWXKZQ� \ZQJ�

PZPSX� GLP_QJ_UWL� G_QJZQ� EZLN� RO_K� S_OZ\ZQ��

S_OZ\ZQ�\ZQJ�WLGZN�P_PE_GZ-E_GZNZQ�S_OZQJJZQ�
V_KLQJJZ� PZPSX� P_PEXZW� S_OZQJJZQ� P_UZVZ�

Q\ZPZQ�._EZLNZQ� S_OZ\ZQ� PZPSX� P_PEXZW�

S_OZQJJZQ�P_UZVZ�V_QZQJ�GZQ�SXZV� 
 +ZO�LQL�GLWXQMXNNZQ�G_QJZQ�QLOZL�NR_ILVL_Q�

U_JU_VL�V_E_VZU�������G_QJZQ�W�hitung V_E_VZU����86 
GZQ� SUREZELOLWZV� V_E_VZU� ������ �.� �� �������

V_KLQJJZ�+0 GLWROZN�GZQ�+1 GLW_ULPZ� GZQ�GZSZW�
GLVLPSXONZQ� EZKZZ� 7LQJNZW� ._SXZVZQ�

3_OZQJJZQ� GZSZW� GLS_QJZUXKL� V_FZUZ� VLJQLILNZQ�

RO_K�?PSZWL�ZWZX�G_QJZQ�P_QLQJNZWNZQ�?PSZWL�

PZNZ� 7LQJNZW� ._SXZVZQ� 3_OZQJJZQ� ZNZQ�

P_QJZOZPL� S_QLQJNZWZQ� V_FZUZ� Q\ZWZ�3_Q_OLWLZQ�

LQL� P_QGXNXQJ� S_Q_OLWLZQ� V_E_OXPQ\Z� \ZQJ�

GLOZNXNZQ�RO_K� ,QGULZQLQJVLK� �������GZQ�&ZQG\�

������� GZOZP� MXGXO� S_Q_OLWLZQ� PZVLQJ-PZVLQJ��
GZSZW� GLN_WZKXL� EZKZZ� YZULZE_O� ?PSZWL� MXJZ�

E_US_QJZUXK� VLJQLILNZQ� W_UKZGZS� 7LQJNZW�

._SXZVZQ� 3_OZQJJZQ�� +ZO� LQL� P_PEXNWLNZQ�

EZKZZ� YZULZE_O� ?PSZWL� LQL� E_US_UZQ� XQWXN�

P_QLQJNZWNZQ�7LQJNZW�._SXZVZQ�3_OZQJJZQ� 
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._VLPSXOZQ 

1. P_ngZruh s_cZrZ simultZn (b_rsZmZ-sZmZ) tiZp 
vZriZb_l b_bZs t_rhZdZpK_puZsZn 
P_lZnggZndilZkukZn d_ngZn p_ngujiZn F-t_st. 
DZri hZsil ZnZlisis r_gr_si lini_r b_rgZndZ 
dip_rol_h vZriZb_l b_bZs m_mpunyZi p_ngZruh 
yZng signifikZn s_cZrZ simultZn t_rhZdZp 
TingkZtK_puZsZn P_lZnggZn. S_hinggZ dZpZt 
disimpulkZn bZhwZ p_ngujiZn t_rhZdZp 
hipot_sis yZng m_nyZtZkZn bZhwZ ZdZnyZ 
p_ngZruh s_cZrZ b_rsZmZ-sZmZ (simultZn) 
vZriZb_l b_bZs t_rhZdZp vZriZb_l 
TingkZtK_puZsZn P_lZnggZndZpZt dit_rimZ.  

2. Untuk m_ng_tZhui p_ngZruh s_cZrZ individu 
(pZrsiZl) vZriZb_l b_bZs (Bukti Fisik(X1), 
K_hZndZlZn (X2), DZyZ TZnggZp (X3), JZminZn 
(X4), ?mpZti (X5) t_rhZdZp vZriZb_l t_rikZt yZitu 
TingkZtK_puZsZn P_lZnggZn(Y)dilZkukZn 
d_ngZn p_ngujiZn t-t_st. B_rdZsZrkZn pZdZ hZsil 
uji didZpZtkZn bZhwZ t_rdZpZt limZvZriZb_l yZng 
m_mpunyZi p_ngZruh signifikZn t_rhZdZp 
TingkZtK_puZsZn P_lZnggZn yZitu Bukti 
Fisik(X1), K_hZndZlZn (X2), DZyZ TZnggZp 
(X3), JZminZn (X4), ?mpZti (X5)  

3. B_rdZsZrkZn pZdZ hZsil uji t didZpZtkZn bZhwZ 
vZriZb_lBukti Fisikm_mpunyZi nilZi t hitung dZn 
ko_fisi_n b_tZ yZng pZling b_sZr. S_hinggZ 
vZriZb_l Bukti Fisikm_mpunyZi p_ngZruh yZng 
pZling kuZt dibZndingkZn d_ngZn vZriZb_l yZng 
lZinnyZ mZkZ vZriZb_l Bukti Fisikm_mpunyZi 
p_ngZruh yZng dominZn 
t_rhZdZpTingkZtK_puZsZn P_lZnggZn. 
 

SZrZn 

1. DihZrZpkZn pihZk p_rusZhZZn dZpZt 
m_mp_rtZhZnkZn s_rtZ m_ningkZtkZn p_lZyZnZn 
t_rhZdZpBukti Fisik, kZr_nZ vZriZb_lBukti 
Fisikm_mpunyZi p_ngZruh yZng dominZn dZlZm 
m_mp_ngZruhiTingkZtK_puZsZn P_lZnggZn, 
diZntZrZnyZ yZitu d_ngZn m_mp_rb_sZr dZn 
m_mp_rbZiki bZngunZn int_rior yZng ZdZ 
s_hinggZ K_puZsZn P_lZnggZnZkZn m_ningkZt. 

2. DihZrZpkZn pihZk p_rusZhZZn mZmpu 
m_nyZmZkZn m_nu ZtZu produk yZng 
ditZwZrkZn K_dZi Kob_r Mi_ S_tZn MZlZng 
d_ngZn K_dZi Kob_r Mi_ S_tZn Gr_sik kZr_nZ 
d_nZgn vZriZsi m_nu yZng s_mZkin bZnyZk tidZk 
m_nutup k_mungkinZn b_sZr jugZ untuk 

s_mZkin b_rtZmbZhnyZ p_lZnggZn kZr_nZ m_nu 
yZng vZriZtif. 

3. M_ngingZt vZriZb_l b_bZs dZlZm p_n_litiZn ini 
m_rupZkZn hZl yZng sZngZt p_nting dZlZm 
m_mp_ngZruhiTingkZtK_puZsZn 
P_lZnggZndihZrZpkZn hZsil p_n_litiZn ini dZpZt 
dipZkZi s_bZgZi ZcuZn bZgi p_n_liti s_lZnjutnyZ 
untuk m_ng_mbZngkZn p_n_litiZn ini d_ngZn 
m_mp_rtimbZngkZn vZriZb_l-vZriZb_l lZin yZng 
m_rupZkZn vZriZb_l lZin diluZr vZriZb_l yZng 
sudZh mZsuk dZlZm p_n_litiZn ini 
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-ZNZUWZ��?UOZQJJZ� 
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MZnZj_m_n P_mZsZrZn JZsZ��?GLVL� ._GXZ��

-ZNZUWZ��6ZO_PEZ�?PSZW� 
0RZ_Q��-KRQ�&�GZQ�0LFKZ_O�0LQRU��������P_rilZku 

Konsum_n�� 'LW_UM_PZKNZQ�� 'ZL� .ZUWLQL�

<ZK\Z��?GLVL�._OLPZ��-ZNZUWZ��?UOZQJJZ� 
6ZQWRVR�� ������ 3_QJZUXK� .XZOLWZV� 3_OZ\ZQZQ�

W_UKZGZS� ._SXZVZQ� 3_OZQJJZQ�� 0ZOZQJ��

)ZNXOWZV� ,OPX� :GPLQLVWUZVL� 8QLY_UVLWZV�

%UZZLMZ\Z��Skripsi tidZk Dit_rbitkZn. 
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