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ABSTRAK

Pertumbuhan industri FMCG yang semakin kompetitif menuntut perusahaan mampu
mempertahankan keputusan pembelian pelanggan melalui kualitas pelayanan,
penetapanharga,dankualitasprodukyangbaik.PT.PancaNiagaJayalestariKisaran
mengalami penurunan penjualan secara berturut-turut selama periode 2021-2024,
yangmengindikasikanmenurunnyakeputusanpembelianpelanggan.Hasil prasurvei
juga menunjukkan bahwa pelanggan masih memberikan penilaian negatif terhadap
kualitas pelayanan, penetapan harga, kualitas produk, serta tingkat kepuasan
pelanggan. Selain itu, masih terdapat perbedaan hasil penelitian terdahulu mengenai
pengaruh ketiga variabel tersebut terhadap keputusan pembelian maupun peran
kepuasan pelanggan sebagai variabel moderasi. Penelitian ini menggunakan
pendekatan deskriptif kuantitatif dan kausal. Populasi dalam penelitian ini adalah
seluruh konsumen yang melakukan pembelian pada produk-produk PT. Panca Niaga
Jaya Lestari yang mana untuk jumlahnya sebanyak 36 Warung Kaki Lima. Teknik
sampling yang digunakan dalam penelitian ini adalah teknik sampel jenuh. Data
dikumpulkan melalui observasi, wawancara, kuesioner berskala Likert, dan studi
kepustakaan, kemudian dianalisis menggunakan SPSS versi 26. Analisis meliputi
statistik deskriptif, uji validitas, uji reliabilitas, uji asumsi klasik (normalitas,
multikolinearitas,danheteroskedastisitas),analisisregresilinearberganda,ujit,ujiF,
sertakoefisiendeterminasi(R2)untukmengujipengaruhvariabelindependenterhadap
keputusan pembelian. Hasil penelitian menunjukkan bahwa kualitas pelayanan dan
kualitasprodukberpengaruhpositifdansignifikanterhadapkeputusanpembelianpada
PT.PancaNiagaJayal estariKisaran,sedangkanpenetapanhargaberpengaruhnegatif  dan
signifikan terhadap keputusan pembelian. Dengan demikian, hipotesis H1, H2, dan
H3 diterima. Sementara itu, kepuasan pelanggan tidak mampu memoderasi pengaruh
kualitas pelayanan, penetapan harga, maupun kualitas produk terhadap keputusan
pembelian, sehingga hipotesis H4, H5, dan H6 ditolak.

Kata  Kunci:  Kualitas_Pelayanan,  Penetapan_Harga, Kualitas_Produk,
Keputusan_Pembelian , Kepuasan_Pelanggan
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ABSTRACT

The increasingly competitive growth of the Fast Moving Consumer Goods (FMCG)
industry requires companies to maintain customers’ purchase decisions through high
service quality, appropriate pricing, and superior product quality. PT. Panca Niaga
Jaya Lestari Kisaran experienced a continuous decline in sales from 2021 to 2024,
indicating a decrease in customers' purchase decisions. The preliminary survey also
revealed that customers had negative perceptions regarding service quality, pricing,
productquality,andcustomersatisfaction.Inaddition,previousstudieshavereported
inconsistent findings regarding the effects of these three variables on purchase
decisions and the moderating role of customer satisfaction. This study employed a
quantitative descriptive and causal research approach. The population consisted of
all customers purchasing products distributed by PT. Panca Niaga Jaya Lestari,
totaling 36 small retail stores (Warung Kaki Lima). A saturated sampling technique
was applied, in which all population members were included as research samples.
Datawerecollectedthroughobservation,interviews, Likert-scalequestionnaires,and
literature review, and were analyzed using SPSS version 26. The analytical methods
includeddescriptivestatistics, validityandreliabilitytests, classicalassumptiontests
(normality, multicollinearity, and heteroscedasticity), multiple linear regression
analysis, t-test, F-test, coefficient of determination (R?), and Moderated Regression
Analysis(MRA ). Thefindingsindicatethatservicequalityandproductqualityhavea
positiveandsignificanteffectonpurchasedecisionsatPT.PancaNiagaJayaLestari
Kisaran, while pricing has a negative and significant effect on purchase decisions.
Therefore,hypothesesH1,H2,andH3areaccepted.Meanwhile,customersatisfaction  is
not able to moderate the effects of service quality, pricing, or product quality on
purchase decisions, resulting in the rejection of hypotheses H4, HS5, and H6.

Keywords: ~ Service_Quality, Pricing, Product_Quality, Purchase_Decision,
Customer_Satisfaction
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