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PENGARUH COMMUNICATION DAN STORE ATMOSPHERE
TERHADAP SATISFACTION DI SOGO DEPARTMENT STORE
OUTLET GALAXY MALL SURABAYA: TINJAUAN GENDER

Apryanto Ch. Banunaek
ryan_banunaek@yahoo.com

ABSTRAK

Custumer satisfaction telah menjadi inti dari pelayanan bisnis ritel
supaya dapat tetap kompetitif dalam persaingan bisnis. Oleh sebab itu
sangat penting bagi peritel untuk mengetahui faktor apa saja yang
mempengaruhi Custumer satisfaction. Lewat variabel communication dan
store atmosphere merek ritel berusaha untuk memuaskan pelanggan
mereka.

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh dari
communication dan store atmosphere terhadap customer satisfaction serta
menganalisis apakah terdapat perbedaan persepsi antara pria dan wanita di
Sogo Dept. Store di Galaxy Mall Surabaya. Sampel diambil dari 200
responden yang sudah mengunjungi dan berbelanja di Sogo Dept. Store di
Galaxy Mall Surabaya. Responden yang dipilih adalah responden yang
telah menjadi member Sogo Dept. Store, sehingga dapat memberikan
informasi mengenai variabel communication pada Sogo Dept. Store. Data
diperoleh melalui penyebaran kuisioner pada 100 responden gender pria
dan 100 responden gender wanita. Teknik analisis data menggunakan
Multiple Linier Regression. Teknik pengambilan sampel menggunakan
teknik purposive sampling method.

Hasil dari penelitian ini yakni variabel communication dan store
atmosphere berpengaruh positif terhadap customer satisfaction pada kedua
gender. Hasil ini juga menunjukkan tidak ada perbedaan persepsi yang
signifikan antara gender pria dan wanita. Tetapi faktor yang memberikan
kontribusi terbesar berbeda pada gender pria dan wanita. Pada gender pria
kontribusi terbesar yaitu communication, sementara pada gender wanita
kontribusi terbesar adalah store atmosphere.

Kata kunci: Communication; Store Atmosphere; Custumer Satisfaction;
gender
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THE EFFECT OF COMMUNICATION AND STORE ATMOSPHERE
TOWARDS SATISFACTION IN SOGO DEPARTMENT STORE
OUTLET GALAXY MALL SURABAYA: GENDER COMPARISON

Apryanto Ch. Banunaek
ryan_banunaek@yahoo.com

ABSTRACT

Custumer satisfaction has become the main core retail services
business to be sustained in the competition. Therefore it is very important
for retailers to determine what factors affect the customer satisfaction.
Through communication variable factor and store atmosphere variable
factor retail brand trying satisfy their custumer.

The purpose of this research is to see the influence from
communication and store atmosphere towards custumer’s satisfaction and
analyze whether there are differences in the perception between male and
female at Sogo Dept. Store in Galaxy Mall Surabaya. The sample was taken
to 200 respondents who had visited and shop at Sogo Dept. Store in Galaxy
Mall. The respondents also should have member at Sogo Dept. Store, so
they can receive some detail information about communication at Sogo
Dept. Store. The data were collected using questionnaire method on 100
respondents from male gender and 100 respondents from female gender.
Analysis technique using Multiple Linier Regression. Meanwhile, the
sampling technique using purposive sampling method.

The results of this analysis shows that communication and store
atmosphere have positive effect on customer satisfaction on both gender.
The results also showed that there was no significant difference in
perception between male and female gender. But there is different on the
biggest factor contributing to the male and female gender. Male biggest
contribution is communication while in female, the biggest contribution is
store atmosphere.

Keywords: Communication,; Store Atmosphere; Custumer Satisfaction;
gender
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