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ABSTRAK 

Lailatul Mubarrika  

Skripsi 

Pengaruh kualitas pelayanan terhadap Keputusan pembelian Wizzmie di Surabaya 

Pertumbuhan idustri kuliner di Indonesia memicu persaingan ketat, termasuk di 

segmen mie pedas yang tengah digemari Masyarakat urban. Fenomena pesatnya 

ekspansi Wizzmie di Surabaya, meskipun harga produknya lebih tinggi disbanding 

pesaing seperti Mie Gacoan, menunjukkan bahwa faktor selain harga turut 

mempengaruhi Keputusan pembelian. Penelitian ini bertujuan untuk mengkaji 

pengaruh kualitas pelayanan meliputi tangibility, reliability, responsiveness, empathy, 

dan assurance terhadap Keputusan pembelian di Wizzmie Surabaya. Penelitian ini 

menggunakan metode kuantitatif kausalitas, data dikumpulkan melalui kuisioner 

terhadap 100 responden dan dianalisis dengan regresi linear berganda melalui SPSS. 

Hasil penelitian ini menunjukkan bahwa tangibility dan responsiveness berpengaruh 

positif dan signifikan terhadap Keputusan pembelian, sementara reliability, empathy, 

dan assurance menunjukkan pengaruh positif namun tidak signifikan. Penelitian ini 

menegaskan bahwa aspek visual dan kecepatan layanan menjadi determinan utama 

dalam mendorong perilaku pembelian konsumen. Oleh karena itu, peningkatan kualitas 

layanan fisik dan ketanggapan staf menjadi strategi prioritas dalam memperkuat daya 

saing Wizzmie di pasar Kuliner Surabaya.  

 

Kata kunci : Keputusan pembelian, Tangibility, Reability, Responsiveness, Empathy, 

Assurance, Wizzmie. 
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ABSTRACT 

 

Lailatul Mubarrika 

Thesis 

The Influence of Service Quality on Wizzmie Purchasing Decisions in Surabaya 

The growth of the culinary industry in Indonesia has triggered intense competition, 

including in the spicy noodle segment, which is currently popular among urban 

communities. The rapid expansion of Wizzmie in Surabaya, despite its higher product 

prices compared to competitors such as Mie Gacoan, indicates that factors other than 

price also influence purchasing decisions. This study aims to examine the influence of 

service quality, including tangibility, reliability, responsiveness, empathy, and 

assurance, on purchasing decisions at Wizzmie Surabaya. This study used a 

quantitative causality method. Data were collected through questionnaires from 100 

respondents and analyzed using multiple linear regression using SPSS. The results 

showed that tangibility and responsiveness had a positive and significant effect on 

purchasing decisions, while reliability, empathy, and assurance showed a positive but 

insignificant effect. This study confirms that visual aspects and speed of service are the 

main determinants in driving consumer purchasing behavior. Therefore, improving the 

quality of physical service and staff responsiveness is a priority strategy to strengthen 

Wizzmie's competitiveness in the Surabaya culinary market. 

 

Keywords: Purchasing decisions, Tangibility, Reliability, Responsiveness, Empathy, 

Assurance, Wizzmie. 

 

 


