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ABSTRAK 

 Menunggu untuk layanan di toko adalah hal yang tidak disukai 

oleh setiap orang. Banyak peritel yang tidak memperhatikan antrian di toko. 

Dengan antrian yang panjang mampu memberikan dampak negatif pada 

keputusan pembelian konsumen.  Penelitian ini akan membahas pengaruh 

Perceived Customer Density, Wait Expectation, Dan Attitude Customer 

toward Store Atmosphere terhadap Store Patronage Intention pada 

konsumen Carrefour di Surabaya. Penelitian ini menggunakan hipotesis dan 

rancangan penelitian kausal serta Teknik pengambilan sampel Purposive 

Sampling sebanyak 150 sampel. Penelitian ini menggunakan SPSS dan 

untuk mengolah data kemudian dilanjutkan dengan analisa Structural 

Equation Model (SEM) dengan LISREL 8.70. Hasil dari penelitian ini 

menunjukan bahwa Percieved Customer Density berpengaruh positif 

terhadap Wait Expectation, Perceived Customer Density berpengaruh 

negatif terhadap Attitude Customer toward Store Atmosphere, Wait 

expectation berpengaruh negatif terhadap Store Patronage Intention,dan 

Attitude Customer toward Store Atmosphere berpengaruh positif terhadap 

Store Patronage Intention. 

Kata kunci : Percieved Customer Density, Wait Expectation, Attitude 

Customer toward Store Atmosphere, Store Patronage Intention 
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ABSTRACT 

 

 Waiting for service in the store is disliked by everyone. Many 

retailers do not pay attention to the queue in the shop. With long lines 

capable of providing a negative impact on consumer purchasing decisions. 

This study will examine the influence of Customer Perceived Density, Wait 

Expectation, and Attitude Customer toward Store Atmosphere toward Store 

Patronage Intention to consumers Carrefour in Surabaya. This research uses 

a causal hypothesis and research design and sampling technique purposive 

sampling of 150 samples. This study uses SPSS and to process the data and 

then proceed with the analysis of Structural Equation Model (SEM) with 

LISREL 8.70. Results from this study showed that the percieved Customer 

Density positive effect on Wait Expectation, Perceived Customer Density 

negatively affect Attitude Customer toward Store Atmosphere, Wait 

expectation negative effect on Store Patronage Intention and Attitude 

Customer toward Store Atmosphere positive effect on Store Patronage 

Intention. 

Keywords: Customer percieved Density, Wait Expectation, Attitude 

Customer toward Store Atmosphere, Store Patronage Intention 

 

 


