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PENGARUH SOCIAL SUPPORT TERHADAP CITIZENSHIP 

BEHAVIOR MELALUI CUSTOMER SATISFICATION SEBAGAI 

VARIABEL INTERVENING DI HYPERMART LIPPO PLAZA 

SIDOARJO 
 

ABSTRAK 

 

 Tujuan penelitian ini adalah menjelaskan pengaruh Informational 

Support dan Emotional Support terhadap kepuasan, pengaruh kepuasan 

pengunjung terhadap Customer Citizenship Behavior, dan menjelaskan 

kemampuan kepuasan sebagai variabel intervening atas pengaruh 

Informational Support dan Emotional Support terhadap Customer 

Citizenship Behavior  di Hypermart Lippo Plaza Sidoarjo.  

Desain penelitian ini adalah penelitian kausal. Variabel penelitian 

adalah: Informational Support (X1), Emotional Support (X2), Customer 

Satisfaction (Y1), dan Recommendation (Y2). Metode pengumpulan data 

menggunakan kuesioner. Jumlah sampel penelitian sebanyak 160 sampel. 

Teknik analisis data menggunakan analisis structural equation model 

dengan program lisrel. 

 Temuan hasil penelitian ini menunjukkan bahwa Informational 

Support berpengaruh terhadap Customer Satisfaction. Emotional Support 

berpengaruh terhadap Customer Satisfaction. Customer Satisfaction 

berpengaruh terhadap Recommendation. Customer satisfaction memediasi 

pengaruh Informational Support dan Emotional Support terhadap 

Recommendation. 

 

Kata Kunci: Informational Support, Emotional Support, Customer 

Satisfaction, Recommendation, Hypermart Lippo Plaza Sidoarjo
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ABSTRACT 

 

The purpose of this research is to identify terhadap influence of 

informational support and emotional support toward customer satisfaction, 

the influence of customer citizenship behavior on customer citizenship 

behavior, and the mediating of customer satisfaction on the influence of 

informational support and emotional support toward customer citizenship 

behavior  at Hypermart Lippo Plaza Sidoarjo.  

The research design is causal. The research variables are: 

Informational Support (X1), Emotional Support (X2), Customer Satisfaction 

(Y1), and Recommendation (Y2). The number of samples are 160 samples. 

Data analysis technique using structural equation model analyzed are lisrel 

program. 

 This research showing that Informational Support and Emotional 

Support have influence on Customer Satisfaction, Customer Citizenship 

Behavior has influence on Customer Citizenship Behavior, and Customer 

Satisfaction as mediating variables of the influence of informational 

support and emotional support toward customer citizenship behavior  at 

Hypermart Lippo Plaza Sidoarjo. 

 

Keywords: Informational Support, Emotional Support, Customer 

Satisfaction, Recomendation, Hypermart Lippo Plaza Sidoarjo




