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ABSTRAK  

 

Penelitian ini bertujuan untuk menganalisis Pengaruh Store Atmosphere, 

Kualitas Layanan dan Harga Terhadap Loyalitas Konsumen melalui Kepuasan 

Konsumen (Studi Pada Pelanggan Indomaret Kota Pati). Jenis penelitian adalah 

kuantitatif dengan bentuk deskriptif survey. Desain penelitian dengan pola kausal. 

Populasi adalah pelanggan Indomaret di wilayah Pati. Teknik sampling Pusposive 

Sampling. Besar sampel sebanyak 115 responden. Metode pengumpulan data 

menggunakan kuesioner. Analisis data yang digunakan adalah analisis deskriptif 

dan analisis kuantitatif menggunakan Structural Equation Modeling (SEM). Hasil 

dari penelitian ini yaitu store atmosphere berpengaruh positif dan signifikan 

terhadap loyalitas pelanggan. Kualitas pelayanan berpengaruh positif dan 

signifikan terhadap loyalitas pelanggan. Harga berpengaruh positif dan signifikan 

terhadap loyalitas pelanggan. Store atmosphere berpengaruh positif dan signifikan 

terhadap kepuasan pelanggan. Kualitas pelayanan berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan. Harga berpengaruh positif dan signifikan 

terhadap kepuasan pelanggan. Kepuasan berpengaruh positif dan signifikan 

terhadap loyalitas pelanggan. Kepuasan pelanggan secara signifikan belum 

mampu menjadi penghubung (intervening) antara store atmosphere terhadap 

loyalitas pelanggan. Kepuasan pelanggan secara signifikan belum mampu menjadi 

penghubung (intervening) antara kualitas pelayanan terhadap loyalitas pelanggan. 

Kepuasan pelanggan secara signifikan belum mampu menjadi penghubung 

(intervening) antara harga terhadap loyalitas pelanggan. 

 

Kata Kunci : Store Atmoshpere, Pelayanan, Harga, Kepuasan, Loyalitas. 
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ABSTRACT 

 

This research aims to analyze the influence of store atmosphere, service 

quality and price on consumer loyalty through consumer satisfaction (Study of 

Indomaret Customers in Pati City). The type of research is quantitative with a 

descriptive survey form. Research design with a causal pattern. The population is 

Indomaret customers in the Pati area. Pusposive Sampling sampling technique. 

The sample size was 115 respondents. The data collection method uses a 

questionnaire. The data analysis used is descriptive analysis and quantitative 

analysis using Structural Equation Modeling (SEM). The results of this research 

are that store atmosphere has a positive and significant effect on customer 

loyalty. Service quality has a positive and significant effect on customer loyalty. 

Price has a positive and significant effect on customer loyalty. Store atmosphere 

has a positive and significant effect on customer satisfaction. Service quality has a 

positive and significant effect on customer satisfaction. Price has a positive and 

significant effect on customer satisfaction. Satisfaction has a positive and 

significant effect on customer loyalty. Customer satisfaction has not significantly 

been able to act as an intervening link between store atmosphere and customer 

loyalty. Customer satisfaction has not significantly been able to act as an 

intervening link between service quality and customer loyalty. Customer 

satisfaction has not been able to significantly intervene between price and 

customer loyalty. 

 

Keywords: Store Atmosphere, Service, Price, Satisfaction, Loyalty. 

 

  



 

 

ix 

DAFTAR ISI 
 

Halaman 

HALAMAN JUDUL ...............................................................................   i 

HALAMAN PENGESAHAN .................................................................   ii 

HALAMAN MOTO DAN PERSEMBAHAN ......................................   iv 

KATA PENGANTAR  ............................................................................   v 

ABSTRAK  ..............................................................................................   vii 

ABSTRACT  .............................................................................................   viii 

DAFTAR ISI  ...........................................................................................   xi 

DAFTAR TABEL ...................................................................................   xi 

DAFTAR GAMBAR  ..............................................................................  xii 

DAFTAR LAMPIRAN  ..........................................................................   xiii 

BAB I  PENDAHULUAN 

1.1 Latar Belakang  ....................................................................  1 

1.2 Ruang Lingkup  ...................................................................  11 

1.3 Rumusan Masalah  ...............................................................  12 

1.4 Tujuan Penelitian  ................................................................  13 

1.5 Manfaat Penelitian  ..............................................................  14 

BAB II  TINJAUAN PUSTAKA  

2.1 Landasan Teori  ...................................................................  15 

2.1.1 Loyalitas Pelanggan ...................................................  15 

2.1.2 Kepuasan Pelanggan ..................................................  24 

2.1.3 Kualitas Pelayanan  ....................................................  30 

2.1.4 Harga  .........................................................................  35 

2.1.5 Store Atmosphere  ......................................................  38 

2.2 Pengaruh Antar Variabel  ....................................................  47 

2.3 Kerangka Konseptual Penelitian ..........................................  54 

2.4 Hipotesis  .............................................................................  55 

BAB III METODE PENELITIAN 

3.1 Rancangan Penelitian  ..........................................................  57 



 

x 

 

3.2 Variabel Penelitian dan Definisi Operasional  .....................  58 

3.3 Sumber dan Jenis Data  ........................................................  63 

3.4 Populasi dan Sampel  ...........................................................  64 

3.5 Metode Pengumpulan Data  .................................................  66 

3.6 Uji Instrumen  ......................................................................  66 

3.7 Pengolahan dan Analisis Data  ............................................  69 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN 

4.1 Gambaran Umum Objek Penelitian  ....................................  80 

4.2 Hasil Penelitian  ...................................................................  81 

4.3 Pembahasan  ........................................................................  107 

BAB V KESIMPULAN DAN SARAN 

5.1 Kesimpulan  .........................................................................  130 

5.2 Saran  ...................................................................................  131 

 

DAFTAR PUSTAKA  .............................................................................  134 

LAMPIRAN  ............................................................................................  140 

 

 

 

 

 

  



 

 

xi 

DAFTAR TABEL 
 

 

Nomor Judul Tabel  Halaman 

 

Tabel 1.1 Penilaian Pelanggan Pada Indomaret Pati  .............................  7 

Tabel 3.1 Persamaan Pengukuran  .........................................................  70 

Tabel 3.2 Persamaan Struktural  ............................................................  71 

Tabel 3.3  Goodness of Fit ......................................................................  75 

Tabel 4.1 Deskripsi Responden Berdasarkan Jenis Kelamin  ................   81 

Tabel 4.2 Deskripsi Responden Berdasarkan Umur  .............................  82 

Tabel 4.3 Deskripsi Responden Berdasarkan Pendidikan  .....................   83 

Tabel 4.4 Deskripsi Responden Berdasarkan Store Atmosphere  ..........   83 

Tabel 4.5 Deskripsi Variabel Kualitas Pelayanan  .................................  84 

Tabel 4.6 Deskripsi Variabel Harga (X3)  .............................................  84 

Tabel 4.7 Deskripsi Variabel Kepuasan Pelanggan (Y1)  ......................  85 

Tabel 4.8 Deskripsi Variabel Loyalitas Pelanggan (Y2) .......................  86 

Tabel 4.9 Hasil Pengujian Kesesuaian Variabel Eksogen .....................  88 

Tabel 4.10 Hasil Pengujian Kesesuaian Variabel Endogen  ....................  90 

Tabel 4.11 Goodness of Fit Index Full Measurement Modification  .......  93 

Tabel 4.12 Goodness of Fit Index Modification  .....................................  95 

Tabel 4.13 Nilai Loading Factor Analisis Faktor  ...................................  95 

Tabel 4.14 Observations Farthest From The Centroid 

 (Mahalanobis Distance)  ........................................................  98 

Tabel 4.15 Hasil Uji Normalitas  .............................................................  99 

Tabel 4.16 Regression Weights  ...............................................................   100 

Tabel 4.17 Persamaan Regresi  ................................................................   103 

Tabel 4.18 Squared Multiple Correlations:  

 (Group number 1 - Default model)  .......................................  104 

Tabel 4.19 Analisis Intervening  ..............................................................  105 

 

 

 

 

 



 

xii 

 

DAFTAR GAMBAR 

 

        Halaman 

Gambar 2.1 Kerangka Konsep Penelitian  ......................................................   54 

Gambar 3.1 Pengembangan Diagram Jalur ....................................................  70 

Gambar 4.1 Model Konfirmatori Variabel Eksogen  ......................................  87 

Gambar 4.2 Model Struktur Variabel Eksogen Modifikasi  ...........................  88 

Gambar 4.2 Model Konfirmatori Variabel Endogen  .....................................  89 

Gambar 4.3 Model Struktur Variabel Endogen Modifikasi  ...........................  90 

Gambar 4.5 Confirmatory Factor Analysis Full Measurement  .....................  91 

Gambar 4.6 Confirmatory Factor Analysis Full Measurement Modification .  92 

Gambar 4.7 Analysis Full Model  ...................................................................  93 

Gambar 4.8 Analysis Full Model Modification ..............................................  94 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

xiii 

DAFTAR LAMPIRAN 
 

Lamp Judul         Hal 

Lampiran 1 Instrumen Penelitian  ...........................................................  140 

Lampiran 2 Analisis Data  ......................................................................  144 

 

 


