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ABSTRAK 
 

Pesatnya perkembangan bisnis ritel berdampak pada tingkat 
persaingan antar ritel yang semakin ketat. Bagi peritel, penting untuk 
mengetahui evaluasi mengenai toko yang menjadi pertimbangan 
konsumen dan keadaan keuangan mereka, yang kemudian 
mempengaruhi kepuasan terhadap toko dan pembelanjaan konsumen. 
Tujuan dalam penelitian ini adalah untuk mengetahui pengaruh dari 
atribut toko dan kepercayaan konsumen terhadap kepuasan toko dan 
juga pembelanjaan konsumen di SOGO Department Store Galaxy 
Mall Surabaya. Populasi dari penelitian ini adalah konsumen SOGO 
Department Store Galaxy Mall Surabaya. Pengumpulan data dalam 
penelitian ini didapat dari kuesioner yang dibagikan kepada 150 
konsumen SOGO Department Store Galaxy Mall Surabaya. Teknik 
analisis menggunakan analisa SEM (Structural Equation Modelling). 
Hasil penelitian menunjukkan bahwa consumer confidence dan store 
attributes memiliki pengaruh positif terhadap store satisfaction dan 
juga share of wallet  dari konsumen secara tidak langsung melalui 
store satisfaction, dan store satisfaction berpengaruh positif terhadap 
share of wallet dari konsumen.   

 
Kata kunci: Consumer Confidence, Store Attributes, Store 

Satisfaction, Share of Wallet 
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ABSTRACT 
 
The rapid development of retail business resulting in tigher 

competition level among the retailer. For the retailer, it is important 
to know the evaluation of stores that are considered by consumers 
and the state of their economic conditions, which then affects the 
satisfaction of the store and their share of wallet. The purpose of this 
study was to determine the effect of store attributes and consumer 
confidence on the store satisfaction and share of wallet in SOGO 
Department Store Galaxy Mall Surabaya. The population of this 
research is the customers of SOGO Department Store Galaxy Mall 
Surabaya. Data in this study obtained from questionnaire distributed 
to 150 customers of SOGO Department Store Galaxy Mall Surabaya. 
The data was analyzed using SEM (Structural Equation Modeling) 
analysis. Results showed that consumer confidence and the store 
attributes has a positive impact on the store satisfaction and also 
consumer’s share of wallet indirectly through the satisfaction of the 
store, and store satisfaction has a positive effect on consumer’s share 
of wallet. 
 
Keywords: Consumer Confidence, Store Attributes, Store 

Satisfaction, Share of Wallet 
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