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Pengaruh Green Produst, Service Quality, dan Brand Image Terhadap 

Customer Satisfaction pada The Body Shop di Surabaya 

 

 

ABSTRAK 

 

 

Pertumbuhan industri kosmetik semakin mengalami peningkatan 

seiring berkembangnya zaman. Fenomena ini mengindikasikan bahwa 

persaingan bisnis untuk produk kosmetik berkembang dengan cukup pesat. 

Perawatan tubuh dan kosmetik sudah merupakan suatu kebutuhan dan 

bukanlah suatu keinginan untuk kaum pria dan wanita pada era sekarang 

ini. The Body Shop sebagai sebuah perusahaan kosmetik yang sudah dikenal 

banyak masyrakat menawarkan produknya yang merupakan perawatan 

tubuh dan kosmetik berbasis ramah lingkungan.  

Penelitian ini bertujuan untuk mengetahui lebih jauh pengaruh green 

product, service quality, dan brand image  terhadap customer satisfaction 

pada The Body Shop di Surabaya. Sampel dalam penelitian ini berjumlah 

100 responden. Penelitian ini mengunakan teknik analisis regresi linier 

berganda, dan diolah menggunakan program SPSS 16.0. Hasil penelitian ini 

menunjukkan bahwa (1) Green Product berpengaruh positif dan signifikan 

terhadap customer satisfaction pada The Body Shop di Surabaya, (2) Service 

quality berpengaruh positif dan signifikan terhadap customer satisfaction 

pada The Body Shop di Surabaya, (3) Brand image berpengaruh positif dan 

signifikan terhadap customer satisfaction pada The Body Shop di Surabaya. 

 

Kata kunci: Green Product, Service Quality, Brand Image, Customer 

Satisfaction 
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The Influence of Green Product, Service Quality, and Brand Image to 

Customer Satisfaction on The Body Shop in Surabaya 

 

 

ABSTRACT 

 

 

The growth of the cosmetics industry is increasing by the times. This 

phenomenon indicates that business competition for cosmetic product is 

growing rapidly. Body care and cosmetics are a necessity and not a desire 

for man or woman in this era. The Body Shop as a cosmetic company which 

many people already know offering its product which it is a body care and 

cosmetics based on friendly environmentally. 

The aim of this research to learn more about the influence of green 

product, service qualaity, and brand image towards customer satisfaction at 

The Body Shop in Surabaya. The sample in this study amount 100 

respondents. This study uses multiple regression analysis techniques, and it 

processed by using SPSS 16.0. The result of this research is (1) Green 

Product has a positive and significant impact on customer satisfaction at 

The Body Shop in Surabaya, (2) Service Quality has a positive and 

significant impact on customer satisfaction at The Body Shop in Surabaya, 

(3) Brand image have positive and significant impact on customer 

satisfaction at The Body Shop in Surabaya. 

 

 

Keywords: Green Product, Service Quality, Brand Image, Customer 

Satisfaction 
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