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PENGARUH LOCATION DAN SOCIAL INTERACTION TERHADAP
CUSTOMER SATISFACTION DENGAN CUSTOMER EXPERIENCE
SEBAGAI MEDIASI DI TUNJUNGAN PLAZA SURABAYA

ABSTRAK

Perkembangan pusat perbelanjaan di Indonesia khususnya di
Surabaya yang pertumbuhannya sangat pesat, menuntut para pemilik mall
untuk mampu memaksimalkan kinerja mall mereka agar dapat bersaing di
pasar dan tetap mempertahankan usaha mereka. Harapan mereka adalah
pelanggan memiliki pengalaman unik saat datang ke mall tersebut.
Penelitian ini bertujuan untuk mengetahui pengaruh location dan social
interaction terhadap customer satisfaction dengan customer experience
sebagai mediasi di Tunjungan Plaza Surabaya. Dalam penelitian ini,
keempat variabel tersebut dianalisis menggunakan analisis SEM LISREL
8.70. Obyek penelitian ini adalah mall Tunjungan Plaza Surabaya. Jumlah
sampel yang diolah dalam penelitian ini sebanyak 112 responden. Hasil
penelitian menunjukkan bahwa semua hipotesis diterima, yaitu location
berpengaruh positif terhadap customer experience, location berpengaruh
positif terhadap customer satisfaction, social interaction berpengaruh positif
terhadap customer experience, social interaction berpengaruh positif
terhadap customer satisfaction, customer experience berpengaruh positif
terhadap customer satisfaction, location berpengaruh positif terhadap
customer satisfaction melalui customer experience, dan social interaction
berpengaruh positif terhadap customer satisfaction melalui customer
experience.

Kata Kunci: Location, Social Interaction, Customer Satisfaction, Customer
Experience
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THE IMPACT OF LOCATION AND SOCIAL INTERACTION ON
CUSTOMER SATISFACTION WITH CUSTOMER EXPERIENCE AS A
MEDIATION IN TUNJUNGAN PLAZA SURABAYA

ABSTRACT

The development of the shopping center in Indonesia, especially in
Surabaya is growing very rapidly, demanding the owners of mall to be able
to maximize the performance of their mall to be able to compete in the
market and still keep their business. Their hope is that customer have a
unigue experience when it comes to the mall. The aims of this research are
to identify the impact of location and social interaction on customer
satisfaction with customer experience as a mediation in Tunjungan Plaza
Surabaya. In this research, four variables were analyzed use SEM LISREL
8.70. The object of this research is Tunjungan Plaza Surabaya mall. The
total sample used in this study as many 112 respondents. The results
showed that all hypotheses were accepted that location has positive effect
on customer experience, location has positive effect on customer
satisfaction, social interaction has positive effect on customer experience,
social interaction has positive effect on customer satisfaction, customer
experience has positive effect on customer satisfaction, location has positive
effect on customer satisfaction through customer experience, and social
interaction has positive effect on customer satisfaction through customer
experience.

Keywords: Location, Social Interaction, Customer Satisfaction, Customer
Experience
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