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PENGARUH SATISFACTION, PERCEIVED VALUE, DAN TRUST
TERHADAP STORE LOYALTY DI CARREFOUR SURABAYA

ABSTRAK

Berkembangnya usaha ritel di Indonesia saat ini menuntut
perusahaan untuk memiliki strategi yang tepat dalam memasarkan produk-
produknya. Masing-masing retailer selalu berusaha memberikan hasil yang
terbaik bagi konsumennya guna memberikan kepuasan kepada pelanggan.
Selain itu, Carrefour selalu berupaya menciptakan nilai tambah kepada
konsumen melalui berbagai macam cara agar konsumen tetap loyal.
Penelitian ini bertujuan untuk mengetahui: (1) pengaruh satisfaction
terhadap store loyalty; (2) pengaruh perceived value terhadap store loyalty;
(3) pengaruh trust terhadap store loyalty.

Teknik analisis yang digunakan adalah analisis regresi linier
berganda. Responden dalam penelitian ini berasal dari konsumen yang ada
di Surabaya yang pernah berbelanja di Carrefour Surabaya. Hasil penelitian
menunukkan bahwa: (1) satisfaction berpengaruh terhadap store loyalty; (2)
perceived value berpengaruh terhadap store loyalty; (3) trust berpengaruh
terhadap store loyalty.

Kata kunci: Customer Satisfaction, Customer Perceived Value, Trust,
Store Loyalty
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THE EFFECT OF SATISFACTION, PERCEIVED VALUE, AND
TRUST TOWARD STORE LOYALTY IN CARREFOUR SURABAYA

ABSTRACT

The development of retail business in Indonesia now requires
companies to have the right strategy in marketing their products. Each
retailer always try to give the best result to their customers in order to give
satisfaction to the customer. In addition, Carrefour has always sought to
create added value to consumers through a variety of ways for consumers to
remain loyal. The aim of this research is to find out: (1) the influence of
satisfaction on store loyalty; (2) the influence of perceived value on store
loyalty; (3) the influence of trust on store loyalty.

Technical analysis of research using multiple linear regression
analysis. Respondents in the research were from existing customers in
Surabaya who have shopped at Carrefour Surabaya. The results showed
that: (1) satisfaction influence on store loyalty; (2) perceived value
influence on store loyalty; (3) trust influence on store loyalty.

Keywords: Customer Satisfaction, Customer Perceived Value, Trust, Store
Loyalty
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