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ABSTRAKSI  

Keahlian operasional dan kualitas layanan seorang peritel dapat 
mempengaruhi niat konsumen untuk melakukan pembelian maupun 
mengunjungi ulang toko. Tujuan penelitian ini adalah untuk menguji 
pengaruh operation skills dan service quality terhadap shopping preference 
pada pengunjung Ace Hardware di Tunjungan Plaza Surabaya.  

Teknik pengambilan sampel yang digunakan adalah purposive 
sampling dimana pengambilan sampel berdasarkan kriteria tertentu yaitu 
minimal berusia 17 tahun serta minimal 2 kali dalam 2 bulan pernah 
mengunjungi Ace Hardware di Tunjungan Plaza Surabaya. Teknik analisis 
yang digunakan adalah SEM (Structural Equation Modelling) dengan 
menggunakan program LISREL.  

Hasil penelitian menunjukkan bahwa: operation skills berpengaruh 
langsung positif terhadap service quality, service quality berpengaruh 
langsung positif terhadap shopping preference, dan operation skills 
berpengaruh langsung positif terhadap shopping preference. Hal ini 
mengindikasikan bahwa operation skills dan service quality yang dimiliki 
Ace Hardware menjadi alasan pelanggan untuk melakukan pembelian 
maupun kunjungan ulang pada Ace Hardware di Tunjungan Plaza Surabaya. 

 

Kata kunci: keahlian operasional, kualitas layanan, preferensi berbelanja. 

 



 

 

 

ABSTRACT 

The operation skills and service quality of a retailers could affect 
consumers intention to buy or re-buy at the same store. This research purpose 
is to test the influence of operation skills and service quality to the shopping 
preference of visitors on Ace Hardware Tunjungan Plaza Surabaya. 

Sampling technique used was purposive sampling in which the 
sampling is based on certain criteria of at least 17 years old and at least 2 
times in 2 months had visited Ace Hardware in Tunjungan Plaza Surabaya. 
Analysis techniques used are SEM (Structural Equation Modeling) by using 
the LISREL program. 

The results showed that: operation skills directly influence a positive 
effect on service quality, service quality directly affects shopping preference 
positively, and operation skills directly influence a positive effect on 
shopping preference. This indicates that the operation skills and service 
quality that Ace Hardware possess has become a reason for customers to 
make purchases and revisits Ace Hardware in Tunjungan Plaza Surabaya. 

 
Key word: operation skills, service quality, shopping preference. 

 


