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PENGARUH SERVICE ENCOUNTER QUALITY DAN SERVICE
QUALITY TERHADAP SATISFACTION DAN REVISIT
INTENTIONS PADA KONSUMEN RANCH MARKET

DI SURABAYA

Email: ivanawibowo@outlook.com

ABSTRAK

Supermarket adalah bagian dari pasar masa depan yang dapat
menggantikan pasar tradisional yang pasti akan terjadi di masa depan.
Supermarket penting karena membantu pelanggan dengan lengkapnya apa
yang dijual dan pelanggan juga dapat mendapatkan diskon yang besar di waktu
waktu tertentu. Untuk memenangkan kompetisi, suatu supermarket harus
memiliki kualitas layanan yang baik dan, agar pelanggan merasa puas dan
berkunjung kembali serta merekomendasikannya ke orang lain. Tujuan
penelitian ini adalah untuk mengetahui pengaruh service encounter quality dan
service quality terhadap satisfaction dan revisit intentions pada konsumen
Ranch Market di Surabaya

Teknik yang digunakan dalam pengambilan sampel pada penelitian ini
adalah teknik purposive sampling. Sedangkan, teknik analisis yang digunakan
adalah menggunakan metode SEM (Structural Equation Modeling) dengan
program LISREL. Data dalam penelitian ini diperoleh langsung dengan cara
menyebarkan kuesioner kepada 170 konsumen Ranch Market di Surabaya,
terkumpul sebanyak 159 kuesioner dan hanya 150 kuesioner yang dapat diolah.
Hasil penelitian menunjukan adanya pengaruh service encounter quality dan
service quality terhadap satisfaction dan revisit intention. Hasil menunjukan
bahwa, service encounter quality berpengaruh positif terhadap service quality,
service encounter quality berpengaruh positif terhadap satisfaction, service
quality berpengaruh positif terhadap satisfaction, satisfaction berpengaruh
positif terhadap revisit intention.

Kata Kunci: Service Encounter Quality, Service Quality, Satisfaction, Revisit

Intention
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ABSTRACT

Supermarket is part of a future market that can replace the traditional
markets that will inevitably occur in the future. Supermarket is important
because it helps customers to complete what was sold and customers can also
get a huge discount on a certain time period. To win the competition, a
supermarket must have a good quality service and, in order that the customer
is satisfied and to come back and recommend it to others. The purpose of this
study was to determine the effect of service encounter quality and service
quality to satisfaction and revisit intentions on consumers Ranch Market in
Surabaya

Techniques used in sampling in this research is purposive sampling
technique. Meanwhile, the analytical techniques used are using SEM
(Structural Equation Modeling) with LISREL program. The data in this study
was obtained directly by distributing questionnaires to 170 customers Ranch
Market in Surabaya, collected as many as 159 questionnaires and 150
questionnaires can only be processed. The results showed the influence service
encounter quality and service quality against satisfaction and revisit
intentions. Results showed that, service encounter quality has positive effect on
service quality, service encounter quality has positive effect on satisfaction,
service quality has positive influence on satisfaction, satisfaction has positive
influence on revisit intentions.

Keywords: Service Encounter Quality, Service Quality, Satisfaction, Revisit
Intentions
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