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PENGARUH HEDONIC SHOPPING VALUE TERHADAP
KESETIAAN PELANGGAN DENGAN KEPUASAN
PELANGGAN SEBAGAI VARIABEL INTERVENING DI
HYPERMART ROYAL PLAZA SURABAYA

ABSTRAK

Tujuan penelitian ini adalah melakukan analisis terhadap pengaruh
entertainment, exploration, gratification, status, dan value terhadap
kepuasan pelanggan, menganalisis pengaruh kepuasan terhadap
kesetiaan pelanggan, dan analisis terhadap pengaruh entertainment,
exploration, gratification, status, dan value terhadap kesetiaan
dengan kepuasan pelanggan sebagai variabel intervening. Desain
penelitian ini adalah penelitian kausal dengan variabel bebas
entertainment, exploration, gratification, status, dan value, variabel
terikat adalah kesetiaan pelanggan, serta variabel mediasi kepuasan
pelanggan. Jumlah sampel penelitian sebanyak 150 sampel. Teknik
analisis data menggunakan structural equation model dengan
menggunakan program lisrel.

Temuan dalam penelitian ini menunjukkan bahwa keseluruhan
variabel bebas penelitian berpengaruh terhadap kesetiaan pelanggan.
Penelitian ini juga berhasil membuktikan adanya pengaruh kepuasan
terhadap kesetiaan pelanggan. Hasil uji mediasi menunjukkan bahwa
kepuasan pelanggan merupakan variabel yang memediasi pengaruh
entertainment, exploration, gratification, status, dan value terhadap
kesetiaan pelanggan pada Hypermart Royal Plaza di Surabaya.

Kata Kunci: Entertainment, Exploration, Gratification, Status,
Value, Kepuasan Pelanggan, Kesetiaan Pelanggan
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THE EFFECT OF HEDONIC SHOPPING VALUE ON
CUSTOMER LOYALTY WITH CUSTOMER SATISFACTION
AS INTERVENING VARIABLES IN HYPERMART ROYAL

PLAZA SURABAYA

ABSTRACT

The purpose of this research is to identify the impact of
entertainment, exploration, gratification, status, and value on
customer satisfaction, to identify the impact organisasi customer
satisfaction on customer loyalty, and to identify the mediating effect
of customer satisfaction to the impact of entertainment, exploration,
gratification, status, and value on customer loyalty. The reseacrh
type is causal, the independent variables are: entertainment,
exploration, gratification, status, and value. The dependent variable
is customer loyalty, and the mediating variable is customer
satisfaction. The number of samples are 150, data analysis technique
using structural equation model analyzed are lisrel program.

This reseach showing that all independent variable influence on
customer satisfaction, the customer satisfaction influence to the
customer loyalty, and customer satisfaction as mediating variable to
the impact of entertainment, exploration, gratification, status, and
value on customer loyalty at Hypermart Royal Plaza di Surabaya.

Keywords: Entertainment, Exploration, Gratification, Status, Value,
Customer Satisfaction, Customer Loyalty
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