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ABSTRAK 

Dalam kurun waktu tiga tahun terakhir merupakan apocalypse untuk dunia 

ritel fashion di Indonesia. Pada tahun 2017 sekitar 30-40 ritel di Indonesia ditutup 

dan tahun 2018 sekitar 40-50 ritel merelokasi dan reformat bisnisnya. Penyebab 

banyaknya penutupan ritel di Indonesia dipengaruhi oleh beberapa hal antara lain 

(Evanfabio, 2018): transformasi karakteristik konsumen, kemunculan raksasa 

digital, dan barrier to entry yang semakin rendah Hal ini membuktikan 

pernyataan yang menyatakan bahwa ritel di Indonesia semakin lesu karena 

konsumen lebih memilih untuk melakukan pembelian yang lebih mudah, yaitu 

pembelian online. 

Penelitian ini memiliki tujuan untuk mengetahui pengaruh sales people’s 

competence, sales people’s trustworthiness, dan environment terhadap loyalty 

intention melalui satisfaction sebagai mediasi di speciality store Pedro di 

Tunjungan Plaza Surabaya. Penelitian ini menggunakan jenis data kuantitatif dan 

data primer, yang keduanya akan diperoleh dari kuesioner yang didistribusikan 

langsung di tempat. Objek dari penelitian ini adalah 150 responden yang telah 

memenuhi syarat berikut: pernah melakukan pembelian di Pedro di Tunjungan 

Plaza Surabaya minimal sebanyak 2 kali dalam 1 tahun terakhir dan telah berusia 

minimal 17 tahun. Teknik analisis data dalam penelitian ini menggunakan 

Structural Equation Model (SEM) yang dibantu dengan menggunakan program 

LISREL. 

Hasil penelitian menyatakan bahwa sales people’s competence 

berpengaruh positif dan signifikan terhadap satisfaction, sales people’s 

trustworthiness berpengaruh positif dan signifikan terhadap satisfaction, 

environment berpengaruh positif dan signifikan terhadap satisfaction, dan 

satisfaction berpengaruh positif dan signifikan terhadap loyalty intention.  

 

 

Kata Kunci: Sales people’s Competence, Sales people’s Sales people’s 

trustworthiness, Environment, Satisfaction, Loyalty Intention 
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ABSTRACT 

 

THE EFFECT OF SALES PEOPLE’S COMPETENCE, SALES PEOPLE’S 

TRUSTWORTHINESS, AND ENVIRONMENT TOWARDS 

SATISFACTION AND  LOYALTY INTENTION ON  

SPECIALITY STORE PEDRO TUNJUNGAN  

PLAZA SURABAYA 

 

 The last three years has become the end of the world for fashion retail in 

Indonesia. In 2017, around 30-40 retails in Indonesia were closed and in 2018, 

around 40-50 retails were relocated and reformed their business. This is caused by 

(Evanfabio, 2018): transforming consumer characteristics, emergence of digital 

giants, and low entry barriers. This proves that retails in Indonesia have become 

weaker because consumers would choose the easier payment, which is by online 

stores. 

 This study aims to determine the effect of sales people’s competence, sales 

people’s trustworthiness, and environment towards loyalty intention from 

satisfaction as a mediation on speciality store at Pedro Tunjungan Plaza Surabaya. 

This study uses quantitative data and primary data, both will be obtained from 

questionnaires that distributed directly on the spot. The object of this study is 150 

respondents who have met the requirements as: had made purchases at Pedro 

Tunjungan Plaza Surabaya at least twice in the last year and at least 17 years old. 

The data analysis technique used is SEM analysis with the LISREL program. 

 The results of the study prove that sales people’s competence has a 

positive and significant effect on satisfaction, sales people’s trustworthiness has a 

positive and significant effect on satisfaction, environment has a positive and 

significant effect on satisfaction, and satisfaction has a positive and significant 

effect on loyalty intention. 

 

 

Keywords: Sales people’s Competence, Sales people’s Trustworthiness, 

Environment, Satisfaction, Loyalty Intention 


