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ABSTRAK

Pelayanan penjualan yang diberikan memiliki dampak besar terhadap proses penjualan

dan kepuasan pelanggan. Jika pelayanan bersifat baik, dapat terjadi peningkatan

kepuasan pelanggan karena mereka merasa dihargai, mendapatkan bantuan yang

efisien, dan merasakan kepedulian dari pihak penjual. Tujuan dari penelitian ini

menguji pengaruh terhadap 5 variable yang membentuk service performance terhadap

kepuasan pelanggan serta pembelian ulang pelanggan, dengan variable independent

tangible, reability, responsiveness, assurance dan emphaty serta variable dependent

berupa customer satisfaction dan repusrchase intention. Metode penelitian yang

dipakai menggunakan Structural EquationModeling dengan metode kuantitatif dengan

hasil penelitian menyatakan responsiveness berpengaruh signifikan terhadap customer

saticfaction, assurance dan emphaty berpengaruh signifikan terhadap repurchase

intention serta customer satisfaction memiliki pengaruh yang signifikan terhadap

repucrhase intention

Kata kunci: Kepuasan pelanggan, Pembelian ulang pelanggan, Service performance,

SEM
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ABSTRACT

The sales service provided has a significant impact on the sales process and

customer satisfaction. If the service is good, it can increase customer satisfaction

as they feel valued, receive efficient assistance, and experience care from the seller.

The purpose of this study is to examine the influence of five variables that shape

service performance on customer satisfaction and customer repurchase intention,

with independent variables including tangibles, reliability, responsiveness,

assurance, and empathy, and dependent variables being customer satisfaction and

repurchase intention. The research method used is Structural Equation Modeling

with a quantitative approach. The results show that responsiveness has a significant

effect on customer satisfaction, assurance and empathy have a significant effect on

repurchase intention, and customer satisfaction has a significant impact on

repurchase intention

Keywords: Customer Satisfaction, Customer Repurchase, Service Performance,
SEM


