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ABSTRAKSI 

Penelitian ini bertujuan untuk menganalisis pengaruh suasana toko dan nilai 

utilitarian terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai 

variabel intervening pada pelanggan Matahari Department Store Kudus. 

Pendekatan yang digunakan adalah kuantitatif dengan populasi penelitian terdiri 

dari pelanggan Matahari Department Store Kudus. Teknik pengambilan sampel 

dilakukan menggunakan metode purposive sampling, dengan total sampel 

sebanyak 120 responden. Pengumpulan data dilakukan melalui kuesioner yang 

disebarkan secara online menggunakan media google form dan analisis data 

menggunakan SEM AMOS versi 24. Hasil penelitian menunjukkan bahwa suasana 

toko dan nilai utilitarian berpengaruh positif serta signifikan terhadap kepuasan 

pelanggan. Akan tetapi, suasana toko tidak berpengaruh terhadap loyalitas 

pelanggan. Sementara itu, nilai utilitarian terbukti memiliki pengaruh signifikan 

terhadap loyalitas pelanggan. Selain itu, kepuasan pelanggan tidak berpengaruh 

secara signifikan terhadap loyalitas pelanggan. Penelitian ini menegaskan 

pentingnya menciptakan suasana toko yang menarik serta memberikan nilai 

utilitarian untuk meningkatkan kepuasan dan loyalitas pelanggan. 

 Kata kunci: suasana toko, nilai utilitarian, kepuasan pelanggan, loyalitas 

pelanggan.
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ABSTRACT 

This study aims to analyze the influence of store atmosphere and utilitarian 

value on customer loyalty, with customer satisfaction as an intervening variable 

among customers of Matahari Department Store Kudus. The approach used is 

quantitative, with the research population consisting of customers of Matahari 

Department Store Kudus. The sampling technique was carried out using purposive 

sampling, with a total sample of 120 respondents. Data collection was conducted 

through questionnaires distributed online via Google Forms, and data analysis was 

performed using SEM AMOS version 24. The results of the study indicate that store 

atmosphere and utilitarian value have a positive and significant effect on customer 

satisfaction. However, store atmosphere does not affect customer loyalty. 

Meanwhile, utilitarian value has been proven to have a significant influence on 

customer loyalty. Furthermore, customer satisfaction does not have a significant 

effect on customer loyalty. This study emphasizes the importance of creating an 

attractive store atmosphere and providing utilitarian value to enhance customer 

satisfaction and loyalty. 

 Keywords: store atmosphere, utilitarian value, customer satisfaction, customer 

loyalty. 
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