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ABSTRAK 

  

 Perkembangan bisnis ritel yang mulai populer memberikan 

keuntungan besar pada sektor perekonomian, dikarena banyak kesamaan 

pada setiap toko ritel sehingga diperlukan perbedaan antar toko. Tujuan 

dilakukan penelitian ini yaitu untuk mengetahui pengaruh loyalty 

program quality dan personal interaction quality yang di mediasi 

relatiomship quality terhadap customer loyalty di Hypermart Royal Plaza 

Surabaya. 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 Linear Structural Relation (Lisrel). 

Hasil penelitian menunjukkan bahwa loyalty program quality dan 

personal interaction quality berpengaruh terhadap relationship quality, 

loyalty program quality dan relationship quality berpengaruh terhadap 

customer loyalty quality. 

Kata Kunci: Loyalty program quality, personal interaction quality, 

relationship quality, dan customer loyalty. 
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THE INFLUENCE OF LOYALTY PROGRAM QUALITY AND 

PERSONAL INTERACTION QUALITY MEDIATED BY 

RELATIONSHIP QUALITY TO CUSTOMER LOYALTY IN 

HYPERMART ROYAL PLAZA SURABAYA 

 

ABSTRACT 

 

Development of retail businesses are gaining in popularity 

provides a major advantage in sectors of the economy, many similarities 
because at any retail store that takes the difference between the store. The 

purpose of this study is to determine the effect of loyalty program quality 

and the quality of personal interaction in mediating relationship quality on 

customer loyalty in Hypermart Royal Plaza Surabaya. The sampling 

technique used in this study is a non probability sampling. Meanwhile, the 

analysis technique is using Structural Equation Modeling (SEM) with 

Linear Structural Relation program. The results showed that the quality 

and loyalty programs affect the quality of personal interaction relationship 

quality, loyalty programs, quality and relationship quality influence on 

customer loyalty quality. 

Keywords: Loyalty program quality, personal interaction quality, 

relationship quality, and customer loyalty. 
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