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ABSTRAK 

Salah satu spesialis store yang cukup berkembang dikota-kota 

besar salah satunya di Surabaya adalah Nike store. Barang-barang yang 

dijual di Nike merupakan barang yang memiliki kualitas bagus. Pada saat 

pengunjung datang dapat melihat langsung dan dapat mencoba sendiri 

barang yang dinginkan.  

Penelitian ini bertujuan untuk mengetahui pengaruh product-

related attributes, service quality-related attributes, store-related attributes 

berpengaruh terhadap repatronage intentions melalui customer service di 

Nike Surabaya.  Jumlah sampel yang digunakan dalam penelitian ini adalah 

130 orang yang pernah berbelanja di Nike store Surabaya. Dalam penelitian 

ini responden yang dipilih adalah pria dan wanita berumur 17-60 tahun dan 

pernah berbelanja di Nike store. Data dikumpulkan menggunakan kuisioner. 

Teknik analisis data yang digunakan dalam penelitian ini adalah analisis 

structural equation modeling atau yang biasa disingkat SEM.  

Hasil penelitian menunjukan pengaruh yang signifikan antara 

product-related attributes, service quality-related attributes, store-related 

attributes berpengaruh terhadap repatronage intentions melalui customer 

service. 

 

Kata kunci : product-related attributes, service quality-related 

attributes, store-related attributes , repatronage intentions, 

customer service.  
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ABSTRACT 

One of a specialist store who devoleped quite in big cities one in 

Surabaya is a Nike store. The goods are sold at Nike are goods that have 

good quality. By the time visitors come can see immediately and can try 

their own stuff is cool. 

This study aims to know the effect of product-related attributes, 

service quality-related attributes, store-related attributes affect the 

repatronage intentions through customer service at Nike Surabaya. The 

samples used in this study is 130 people who had shopped at the Nike store 

in Surabaya. In this study, respondents selected is men and women aged 17-

60 years and never shopped at the Nike store. Data were collected using a 

questionnaire. Data analysis techniques used in this research is the analysis 

of structural equation modeling or commonly abbreviated as SEM. 

The results showed a significant influence between product-related 

attributes, service quality-related attributes, store-related attributes affect 

the repatronage intentions through customer service. 

 

Keywords: product-related attributes, service quality-related 

attributes, store-related attributes , repatronage intentions, 

customer service. 

 

 

 

 

 


