Universitas Esa Unggul

DAFTAR ISI
HALAMAN JUDUL ..cvtiiiiiiiiiitiiiiintiiiinsicsstcssssssssssscssssscssesssssnnes
HALAMAN PENYERTAAN KEASLIAN ..ciiiiiiiiiiiiiineetcnecensionnenn i
HALAMAN PERSETUJUAN SKRIPSI ...ccviiiiiiiiiiiiiiiiiiiniiiinenesccseanees ii
KATA PENGANTAR Leitiiiiiiieiiiiiiiiiiiiiieietetetesesssssssasasasasasasssssnons iii
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI .......ccccve.e... iv
N S I PN v
(D o Y o 1] PRI vii
(D o Y o I A =] P X
DAFTAR GAMBAR. .. iitititittiiainitttrritestsasasasasasasasasssssssssssssiass Xi
BAB | PENDAHULUAN. .. tttttiiiitiittititiiatascsssssssssessssssssssssssssnn 1
1.1 Latar Belakang Masalah..............coooeiiiiiiii e 1
1.2 Identifikasi Masalah ............cccoouiieiiii e 7
1.3 RUMUSAN MaSalaN .........ooeiiiieiiie et 7
1.4 Tujuan Penelitian ..........oiieiiiieii e 8
1.5 Manfaat PENEIILIAN .........ooueiiiiiiii s 8
1.5.1 MaNTaat TEOFTLIS. ... .eeivviiiieitieiiie ettt 8
1.5.2 ManTaat PrakuiS ..........cuoiiiriiieiieiiie e 8
BAB 11 TINJAUAN PUSTAKA ...ttt s 9
2.1 Customer Loyalty (Loyalitas Pelanggan) .........cccccveeviureeiiieeiiiee e e siie e 9
2.1.2 Faktor-faktor yang mempengaruhi Customer Loyalty............cc........... 10
2.1.3 Dimensi dan Indikator Customer Loyalty ...........ccccooiveiiiieeiiieecin 10
2.2 Retail Mix (Bauran RITEI) ........cooivieiii e 11
2.2.1 Karakteristik Retailing .........c..coovuveeiiieeiiie s 12
2.2.2 FUNQGST REtAIING .....cvvieiiiec et 12
2.2.3 Elemen dan Indikator Retail MiX.........cccooeveiiiiiiiiiiiiieie e 12
2.3 Customer Satisfaction (Kepuasan Pelanggan)...........cccceevvvveeviieeeiiiiee e e, 14
2.3.1 Faktor-faktor yang mendorong Customer Satisfaction........................ 15
2.3.2 Dimensi dan Indikator Customer Satisfaction.............cccccceeviviiiennnn, 16
2.4 Penelitian TerdaUIU ............cooviiiiiiiiiiie s 17
2.5 Hubungan Antar Variabel..............coovieiiiiii e 23
2.6 HIPOTESIS .....vvieeeiiee ettt e e e e e e st e e e e aeas 26
2.7 Kerangka Penelitian ...........ccoveiiiiiiiiie e 27
BAB 111l METODE PENELITIAN .....ooiiiiiii e 28

3.1 RENCANA PENBITLIAN ...t 28



Universitas Esa Unggul

3.2 ODbjek Penelitian..........ooouiiiiiiiie e 28
3.3 Tempat dan Waktu Penelitian............cccooiiiiiiiniiie e 28
3.4 Populasi dan Sampel Penelitian...........ccoviiiiiiiiiiiiiee e 28
BA L POPUIAST ... 28
342 SAMPEL ... 28
3.4.3 Teknik Pengambilan Sampel ... 29
3.5 Definisi Operasional Variabel ............cccccoiiiiiiiii 29
3.5.1 Variabel INdependent ..........coviiiiiiieiie e 29
3.5.2 Variabel DEPENUENT ........c.ueeiiiiiieiiieiee e 30
3.5.3 Variabel INtErVENING ......ooviiiiiiie e 31
3.6 Teknik Pengumpulan Data ..........cccocoveriiiiieiiieieiee s 33
3.7 TeKniK ANALISIS DALA........ccccvireiiiieiiiee st ce e ee e e e seeeerae e 34
BT L UJi VAUITAS. ...t 34
3.7.2 Uji REHADIIEAS ... 34
3.7.3 ANALISIS JAIUT ... 35
3.8 UJi T (PArSIAl)..ccc.vveeieiee ettt 37
3.9 Analisis Koefisien Determinasi (172) .........coceeveveeeererseeiseeseeessiseeessseeeens 37
BAB IV HASIL PENELITIAN ..ot 39
4.1 Karakteristik RESPONUEN .........oviiiiie et 39
4.2 UjJi VAIUITAS....ceoiiieeiiie et e e e e nnee e 41
4.3 UjJi RENAbIlItas ......oeeivieeiic et 44
4.4 Analisis Jalur (Path ANalYSIS).......cueeiuieeiiieeiiiee e 44
4.4.1 Analisis Jalur Tahap L......cccooivviiiiieiiee e 45
4.4.2 Analisis Jalur Tahap 2........ccovveiiiee e 47
4.4.3 Analisis Jalur Tahap 1 dan 2 .........ccoovveiiiie i 49
BAB V PEMBAHASAN .....ooiiiiiiiet e 52
5.1 Pembahasan Hasil Penelitian............cccoooviiiiiiiiniiiie e 52

5.1.1 Pengaruh Store Atmosphere (X1) terhadap Customer Satisfaction (Z).52

5.1.2 Pengaruh Merchandise (Xz) terhadap Customer Satisfaction (2)........ 52
5.1.3 Pengaruh Customer Service (X3) terhadap Customer Satisfaction (Z).53
5.1.4 Pengaruh Store Atmosphere (X1) terhadap Customer Loyalty (Y)....... 53
5.1.5 Pengaruh merchandise (X2) terhadap Customer Loyalty (Y)............... 54
5.1.6 Pengaruh Customer Service(Xz) terhadap Customer Loyalty(Y)......... 54

5.1.7 Pengaruh Customer Satisfaction (Z) terhadap Customer Loyalty (Y)..55



Universitas Esa Unggul

5.1.8 Pengaruh Store Atmosphere (X1) terhadap Customer Loyalty (YY)

melalui Customer Satisfaction (Z).........cccoveeviieiiiiiiiiie e 55
5.1.9 Pengaruh Merchandise (Xz) tehadap Customer Loyalty (Y) melalui
Customer SatiSFACION (Z) ......oovvveiiieiiieiie e 56
5.1.10 Pengaruh Customer Service (X3) terhadap Customer Loyalty (Y)
melalui Customer SatiSfaction (Z).........cccovvveiiieiiiiiie e 56
5.2 Temuan PenelitIan.........ccveeiiireiiiie s snee e 57
5.3 Keterbatasan Penelitian ...........cccocveiiiiiiiiiiiii e 57
BAB VI PENUTUP ..ot 58
6.1 KESIMPUIAN ... s 58
5.2 SAIAN ...ttt e e b e e e s b a e e e e nrbeea e 59
6.3 IMplikasi PENEIITIAN. .........coviiiiiiiic s 60
6.3.1 IMPIIKAST TEOTMTLIS ....vveivveeiieeiee et 60
6.3.2 IMPIIKAST PrakLis .......coovviiiieiieiiie e 60
DAFTAR REFERENSI ......ooiiiii e 61

LAMPIRAN Lttt 64



Universitas Esa Unggul

DAFTAR TABEL

Tabel 1.1 Penjualan Barang Dagangan Segmen Geografis ..................... 3

Tabel 2.1 Penelitian Terdahulu ..., 17
Tabel 3.1 Definisi Operasional Variabel ...................coooiiiiiiiiiiiinnne 32
Tabel 3.2 Skor Skala LIKert ...........cooviiii e, 34
Tabel 3.3 Interpretasi Koefisien Korelasi Nilai r ..................................36
Tabel 4.1 Uji Validitas ........cooviniiiiiiiiii e, 41
Tabel 4.2 Uji Reliabilitas ...........ooiiiiiii e, 44

Tabel 4.3 Nilai Koefisien Regresi dan Uji t Store Atmosphere,

Merchandise dan Customer Service terhadap Customer

SatiSTACTION ... 45
Tabel 4.4 Nilai Koefisien Regresi dan Uji t Store Atmosphere

dan Customer Service terhadap Customer Satisfaction ...................45
Tabel 4.5 Nilai Koefisien Determinasi Store Atmosphere dan Customer

Service terhadap Customer Satisfaction ................................e. 46
Tabel 4.6 Nilai Koefisien Regresi dan Uji t Store Atmosphere,

Merchandise dan Customer Service terhadap Customer Loyalty

melalui Customer Satisfaction .................cccooviiiiiiiii i, 47
Tabel 4.7 Nilai Koefisien Determinasi Store Atmosphere,

Merchandise dan Customer Service terhadap Customer Loyalty

melalui Customer Satisfaction .................ccocoveiiiiiiiiiiiiiiennn 48
Tabel 4.8 Hasil Perhitungan Pengaruh ..................cocooiiiiiiinen. 51



Universitas Esa Unggul

DAFTAR GAMBAR

Gambar 1.1 Pertumbuhan retail modern Indonesia..............c.cooevvviiiinnnnn. 1
Gambar 1.4 Penjualan Barang 2014-2018..........cccvviiiiiiiiiiiiiieeea 3
Gambar 1.5 Hasil Pra Survey kondisi gerai Matahari Department Store............4
Gambar 1.6 Hasil Pra Survey Merchandise Matahari Department Store............5

Gambar 1.7 Hasil Pra survey Customer Service Matahari Department Store......6

Gambar 2.7 Kerangka Penelitian...............oooiiiiiiiii e, 27
Gambar 3.7 Hubungan Kausal pada Sub-Struktur 1........................ol. 35
Gambar 3.8 Hubungan Kausal pada Sub-Struktur.....................cooooiini, 36
Gambar 3.9 Model Analisis Jalur.......... ... 36
Gambar 4.1 Responden Berdasarkan Jenis Kelamin................................... 39
Gambar 4.2 Responden Berdasarkan Usia..............cocooviiiiiiiiiiiiii i, 39
Gambar 4.3 Responden Berdasarkan Pekerjaan ......................oooiii 40
Gambar 4.4 Responden Berdasarkan Intensi Pembelanjaan .......................... 40
Gambar 4.5 Tahap 1 Analisis Jalur ..., 47
Gambar 4.6 Tahap 2 Analisis Jalur ..., 49

Gambar 4.7 Analisis Jalur Gabungan 1 dan2 .................ccooiiiiiiiin e, 50



