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ABSTRAK

Perkembangan perusahaan ritel saat ini makin berkembang
sehingga perusahaan bersaing untuk memberikan layanan dan juga format
ritel yang dibutuhkan saat ini guna mencari pelanggan baru dan melihat
emosi para konsumen. Salah satunya adalah HERO supermarket yang
merupakan ritel global dan terdapat di seluruh dunia. Tujuan penelitian ini
adalah untuk mengetahui pengaruh Product Quality, Atmosphere dan
Service Quality melalui Positive Emotion dan Negative Emotion terhadap
Behavioral Intention pada HERO supermarket.

Teknik yang digunakan dalam pengambilan sampel pada penelitian
ini adalah non-probability sampling. Sedangkan, teknik analisis yang
digunakan adalah menggunakan metode Structural Equation Modeling
(SEM) dengan program Analysis of Moment Structure. Responden yang
diambil berasal dari seluruh konsumen HERO supermarket

Hasil penelitian menunjukkan bahwa terdapat pengaruh Product
Quality, Atmosphere dan Service Quality terhadap Positive Emotion,
Negative Emotion dan Behavioral Intention.

Kata Kunci : Product Quality, Atmosphere, Service Quality, Positive
Emotion, Negative Emotion, dan Behavioral Intention.



EFFECT OF PRODUCT QUALITY, SERVICE QUALITY AND
EMOTION AND BEHAVIORAL ATMOPHARE INTENTION TO HERO
IN THE SUPERMARKET

ABSTRACT

Development of the retail company is currently growing so that
companies compete to provide services and retail formats are also needed at
this time to seek new customers and seeing the emotions of the consumer.
One of these is the HERO supermarket which is a global retail presence
throughout the world. The purpose of this study was to determine the effect
of Product Quality, Atmosphere and Service Quality through Positive
Emotion and Negative Emotion on Behavioral Intention on supermarket
HERO.

Techniques used in the sampling in this study were non-probability
sampling. Meanwhile, the analytical techniques used are using Structural
Equation Modeling (SEM) with Analysis of Moment Structure program.
Respondents were drawn from all consumers HERO supermarket.

The results showed that there is influence of Product Quality,
Atmosphere and Service Quality of the Positive Emotion, Negative Emotion
and Behavioral Intention.

Keyword: Product Quality, Atmosphere, Service Quality, Positive Emotion,
Negative Emotion, and Behavioral Intention.





