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ABSTRAK 

 

Penelitian ini menganalisis pengaruh harga, physical evidence dan word of 

mouth terhadap pembelian ulang dengan kepuasan pelanggan sebagai variable 

intervening pada  Fitness Center di Jakarta. Sampel dalam penelitian berjumlah 

230 responden dan dianalisis menggunakan Structural Equation Modelling 

(SEM). Dari hasil penelitian diketahui bahwa h a r g a  berpengaruh positif 

terhadap kepuasan pelanggan, physical evidence berpengaruh positif terhadap 

kepuasan pelanggan, word of mouth berpengaruh positif terhadap kepuasan 

pelanggan. Harga berpengaruh positif terhadap pembelian ulang. Physical 

evidence berpengaruh positif terhadap pembelian ulang. Word of mouth 

berpengaruh positif terhadap pembelian ulang . Kepuasan pelanggan berpengaruh 

positif terhadap pembelian ulang. Harga berpengaruh positif terhadap pembelian 

ulang dengan kepuasan pelanggan sebagai variabel intervening. Physical evidence 

berpengaruh positif terhadap pembelian ulang dengan kepuasan pelanggan 

sebagai variabel intervening. Word of mouth berpengaruh positif terhadap 

pembelian ulang dengan kepuasan pelanggan sebagai variabel intervening. 

Kata kunci: Harga, physical evidence, word of mouth, kepuasan pelanggan dan 

pembelian ulang. 
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ABSTRACT 

 

 This study analyzes the effect of price, physical evidence and word of 

mouth on repurchases with customer satisfaction as an intervening variable at the 

Fitness Center in DKI Jakarta. The sample in this study was 230 respondents and 

analyzed using Structural Equation Modeling (SEM). From the results of the 

study note that the price has a positive effect on customer satisfaction, physical 

evidence has a positive effect on customer satisfaction, word of mouth has a 

positive effect on customer satisfaction. Price has a positive effect on repeat 

purchases. Physical evidence has a positive effect on repurchases. Word of mouth 

has a positive effect on repeat purchases. Customer satisfaction has a positive 

effect on repeat purchases. Price has a positive effect on repurchase with customer 

satisfaction as an intervening variable. Physical evidence has a positive effect on 

repurchase with customer satisfaction as an intervening variable. Word of mouth 

has a positive effect on repeat purchases with customer satisfaction as an 

intervening variable. 

Keywords: Price, physical evidence, word of mouth, customer satisfaction, 

repurchase intention. 
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