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Abstract 

This study aims to determine the extent to which the influence of service quality and physical 

environment on repurchase decisions and how far customer satisfaction is able to moderate service 

quality and physical environment on repurchase decisions. This research was conducted in Menara 

Coffee with customer respondents with intensity more than twice the purchase. The research 

category used is quantitative causality. Data collection through distribution of questionnaires to 

Menara Coffee customers with a sample of 170 respondents. The analysis techniques used are 

descriptive analysis, instrument tests, classical assumption analysis, multiple regression analysis, 

and Moderated Regression Analysis (MRA) tests with SPSS 29. The results prove that service 

quality has a significant effect on repeat purchase decisions. Physical environment has no significant 

effect on repurchase decisions. Customer satisfaction does not moderate service quality and physical 

environment towards repurchase decisions.      

                                              

Keywords: Service Quality, Physical Environment, Customer Satisfaction, Repurchase Decision. 

Abstrak 

Penelitian ini bertujuan untuk mengetahui sejauh mana pengaruh kualitas layanan dan lingkungan 

fisik terhadap keputusan pembelian ulang serta seberapa jauh kepuasan pelanggan mampu 

memoderasi kualitas layanan dan lingkungan fisik terhadap keputusan pembelian ulang. Penelitian 

ini dilakukan di Menara Coffee dengan responden pelanggan intensitas lebih dari dua kali 

pembelian. Kategori penelitian yang digunakan adalah kuantitatif kausalitas. Pengumpulan data 

melalui pembagian kuesioner kepada pelanggan Menara Coffee dengan jumlah sample 170 

responden. Teknik analisis yang digunakan adalah analisis deskriptif, uji instrumen, analisis asumsi 

klasik, analisis regresi berganda, serta uji Moderated Regression Analysis (MRA) dengan SPSS 29. 

Hasil penelitian membuktikan bahwa kualitas layanan berpengaruh secara signifikan terhadap 

keputusan pembelian ulang. Lingkungan fisik tidak berpengaruh secara signifikan terhadap 

keputusan pembelian ulang. Kepuasan pelanggan tidak memoderasi kualitas layanan dan lingkungan 

fisik  terhadap keputusan pembelian ulang 

 

Kata Kunci: Kualitas Layanan, Lingkungan Fisik, Kepuasan Pelanggan, Keputusan Pembelian 

Ulang. 
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