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ABSTRAK 

 
Jasa diproduksi dan dikonsumsi secara simultan dan hampir pada 

umunya melibatkan interaksi antara karyawan dan konsumen. Bentuk 
interaksi seperti jasa dikenal sebagai Service Encounter. Disisi lain dengan 
kualitas pelayanan dan hubungan yang dekat dengan pelanggan dapat 
memberikan kepuasan sehingga berpengaruh terhadap minat beli ulang 
pelanggan. Hubungan yang dekat dengan pelanggan ini diperoleh 
berdasarkan pengalaman pelanggan. Penelitian ini bertujuan untuk meneliti 
pengaruh Service Encounter terhadap Minat Beli Ulang di Alex’s Salon 
melalui Pengalaman Pelanggan sebagai Mediasi. 

Sampel yang digunakan berjumlah 200 orang konsumen Alex’s 
Salon di Surabaya. Data dikumpulkan dengan menggunakan kuesioner. 
Teknik analisis yang digunakan adalah analisis structural equation model. 
Hasil analisis ini menunjukkan bahwa service encounter ditemukan 
berpengaruh terhadap pengalaman pelanggan dan minat beli ulang. Selain 
itu pengalaman pelanggan juga ditemukan berpengaruh terhadap minat beli 
ulang. 

 
Kata Kunci: Service Encounter; Pengalaman Pelanggan; Minat Beli 
Ulang. 
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ABSTRACT 
 

Services produced and consumed simultaneously and almost imply 
the interaction between employees and customers. Forms of interaction as 
the service is known as a Service Encounter. On the other hand with the 
quality of service and close contact with customers can give you satisfaction 
so that the effect on interest buy Re customer. Relations with customers is 
obtained based on the customer experience. This research aims to examine 
the influence of the Service Encounter against Repurchase Intention in 
Alex's Salon through customer experience as mediation. 

The sample used amounted to 200 people consumers of Alex's Salon 
in Surabaya. Data were collected using a questionnaire. Analytical 
techniques used are analysis of structural equation models. The results of 
this analysis indicate that the service encounter is found to the customer 
experience and repurchase intention. In addition the customer experience is 
also found the repurchase intention. 
 
Keywords: Service Encounter; Customer Experience; Repurchase 
Intention. 
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