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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh perceived service 

quality dan perceived service environment terhadap repurchase intentions yang 

dimediasi oleh emotional satisfaction (Studi Empiris pada konsumen Natasha 

Skin Care). Jenis penelitian ini adalah penelitian kuantitatif kausal dan metode 

pengumpulan data dalam penelitian menggunakan kuesioner atau angket yang 

diisi langsung oleh responden serta berkunjung minimal 1 bulan. Sampel yang 

diambil sebanyak 100 responden. Penelitian ini mengggunakan metode Non 

Probablility Sampling dengan teknik Purposive Sampling. Analisis yang 

digunakan meliputi uji validitas dan reliabilitas, uji asumsi klasik analisis regresi 

linear berganda, uji-t, uji F dan uji determinasi (R
2
). Hasil penelitian menunjukkan 

bahwa perceived service quality dan perceived service environment berpengaruh 

positif terhadap repurchase intentions konsumen Natasha Skin Care. Hasil 

penelitian juga menunjukkan bahwa perceived service quality dan perceived 

service environment tidak berpengaruh positif terhadap repurchase intentions 

melalui emotional satisfaction. 

 

Kata Kunci: Perceived Service Quality, Perceived Service Environment, 

Emotional Satisfaction, Repurchase Intentions 
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ABSTRACT 

 

This study aims to determine the effect of perceived service quality and 

perceived service environment on repurchase intentions mediated by emotional 

satisfaction (Empirical Study on Natasha Skin Care consumers). This type of 

research is causal quantitative research and data collection methods in research 

using questionnaires or questionnaires that are filled directly by respondents and 

visit at least 1 month. Samples taken were 100 respondents. This study uses the 

Non Probablility Sampling method with Purposive Sampling techniques. The 

analysis used includes the validity and reliability test, the classic assumption test 

of multiple linear regression analysis, t-test, F test and determination test (R2). 

The results of the study showed that perceived service quality and perceived 

service environment had a positive effect on consumer repurchase intentions of 

Natasha Skin Care. The results also showed that perceived service quality and 

perceived service environment did not have a positive effect on repurchase 

intentions through emotional satisfaction. 

 

Keywords: Perceived Service Quality, Perceived Service Environment, Emotional 

Satisfaction, Repurchase Intentions 
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