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ABSTRAK

PENGARUH STORE ATMOSPHERE, CITRA PERUSAHAAN DAN
KUALITAS PELAYANAN TERHADAP LOYALITAS KONSUMEN DENGAN
KEPUASAN KONSUMEN SEBAGAI VARIABEL INTERVENING (STUDI
KASUS PADA ALFAMART PANJANG KUDUS)

M. Riyadhol Badi Ramlani
NIM. 2015-11-214

Pembimbing 1. Dr. MOKHAMAD ARWANI, SE, MM
[l.-INDAH DWI PRASETYANINGRUM, SE, MM

Penelitian .ini bertujuan menganalisis pengaruh store -atmosphere, citra
perusahaan dan kualitas pelayanan terhadap loyalitas konsumen dengan kepuasan
konsumen sebagai variabel intervening (studi kasus pada Alfamart Panjang Kudus).
Berdasarkan: jenis masalah yang diteliti, teknik dan alat yang digunakan di dalam
penelitian ini adalah melalui studi kasus yang didukung dengan survei. Populasi adalah
seluruh konsumen Alfamart Panjang Kudus. Sampel penelitian ini sebanyak 130 orang.
Metode Pengumpulan Data menggunakan kuesioner. Pengolahan Data menggunakan
scoring, Editing, Tabulasi, Proses Input ke Komputer. Uji Instrumen Data meliputi Uji
Validitas dan uji reliabilitas. Analisis data menggunakan uji SEM AMOS versi 23. HAsiIl
analisis menyimpulkan bahwa secara langsung store atmosfer, citra perusahaan dan
kualitas pelayanan berpengaruh terhadap kepuasan konsumen dan loyalitas konsumen.
Total effect menunjukkan mampu memberikan peningkatan pengaruh langsung. Namun
variabel penghubung yakni kepuasan belum mampu menjadi variabel intervening antara
variabel eksogen ke endogen dikarenakan nilai indirect effect (pengaruh tidak langsung
lebih kecil jika dibandingkan direct effect (pengaruh langsung)

Kata Kunci : store atmosphere, citra perusahaan kualitas pelayanan, loyalitas
konsumen, kepuasan konsumen



ABSTRACT

INFLUENCE STORE ATMOSPHERE, CORPORATE IMAGE AND QUALITY OF
SERVICE TOWARDS CUSTOMER LOYALTY WITH CUSTOMER SATISFACTION AS
VARIABLE INTERVENING
(CASE STUDY ON THE ALFAMART PANJANG KUDUS)

M. Riyadhol Badi Ramlani
Nim. 2015-11-214

ADVISOR I. Dr. MOKHAMAD ARWANI, SE, MM
I1. INDAH DWI PRASETYANINGRUM, SE, MM

This research aims to analyse the influence of store atmosphere, corporate image
and quality of service towards consumer loyalty with-customer satisfaction as a variable
intervening (case study on the sacred Panjangf= Alfamart). Based on the type of
problems examined, the techniques and tools used in this study were through case studies
supported by surveys. The population is the entire customer of the Kudus Panjang
Alfamart. This research samples a total of 130 people. Data collection method using
questionnaires. Data processing using scoring, Editing, tabulation, Input process to
computer. Data instrument test includes validity test and reliability test. Analysis of data
using SEM AMOS version 23 test. The Results of the analysis concluded that directly the
store atmosphere, corporate image and quality of service influence the consumer
satisfaction and customer loyalty. Total effect shows able to provide increased direct
influence. However, the connective variables of contentment are not yet able to be
intervening variables between exogenous variables to the endogenous due to indirect
effect values (indirect influence is less than direct effect)

Keywords: store atmosphere, company image quality of service, customer loyalty,
consumer satisfaction
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