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ABSTRAKSI 

 Tujuan dari penelitian ini adalah untuk mengetahui pengaruh service 

quality dan store atmosphere terhadap customer satisfaction melalui shopping 

convenience sebagai variabel intervening (studi pada pelanggan Pasar Swalayan 

ADA Kudus). Sampel yang digunakan sebanyak 144 responden yaitu pelanggan 

yang pernah berkunjung atau membeli di Pasar Swalayan ADA Kudus minimal tiga 

kali selama enam bulan terakhir. Teknik sampling menggunakan teknik non 

probability sampling dengan metode purposive sampling. Data yang dikumpulkan 

menggunakan kuesioner melalui Google Form yang berisikan pertanyaan yang 

harus diisi oleh responden yang disebarkan melalui media online. Teknik analisis 

menggunakan SEM (Structural Equation Modelling) dengan software AMOS.24. 

Hasil penelitian ini menunjukkan bahwa service quality tidak berpengaruh terhadap 

customer satisfaction¸ store atmosphere tidak berpengaruh terhadap customer 

satisfaction¸ service quality tidak berpengaruh terhadap shopping convenience, 

store atmosphere berpengaruh positif dan signifikan terhadap customer satisfaction 

dan shopping convenience berpengaruh positif dan signifikan terhadap customer 

satisfaction.  

Kata Kunci: Service Quality, Store Atmosphere, Customer Satisfaction, 

Shopping Convenience 
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ABSTRACTION 

The aim of this study is to investigate the influence of service quality and store 

atmosphere on customer satisfaction through shopping convenience as an 

intervening variable (a study on ADA Kudus Supermarket customers). The sample 

consisted of 144 respondents, who are customers that have visited or made 

purchases at ADA Kudus Supermarket at least three times during the last six 

months. The sampling technique employed was non-probability sampling using 

purposive sampling method. Data were collected through a questionnaire 

distributed via Google Form containing questions to be answered by the 

respondents which are distributed via online media. The analysis technique used 

was Structural Equation Modeling (SEM) with AMOS 24 software. The results of 

this study indicate that service quality has no effect on customer satisfaction, store 

atmosphere has no effect on customer satisfaction, service quality has no effect on 

shopping convenience, store atmosphere has a positive and significant influence on 

customer satisfaction and shopping convenience has a positive and significant 

influence on customer satisfaction. 

Keywords: Service Quality, Store Atmosphere, Customer Satisfaction, Shopping 

Convenience  
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