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ABSTRAK

Perkembangan pembangunan pusat perbelanjaan modern telah merambat ke
kota-kota besar di Indonesia salah satunya kota Surabaya. Meningkatnya pusat
pembelanjaan berdampak pada tingkat persaingan yang semakin ketat sehingga
pemilik pusat pembelanjaan harus mampu berinovasi dan memahami sikap serta
kebutuhan konsumen dengan baik. Agar mampu bersaing pusat perbelanjaan harus
memperhatikan kepuasan dan loyalitas pada pengunjungnya. Mall environment dan
mall value berpengaruh terhadap satisfaction dan loyalty. Tujuan dari penelitian ini
adalah untuk mengetahui pengaruh mall environment terhadap mall value,
satisfaction, dan loyalty di Tunjungan Plaza 6.

Populasi yang digunakan dalam penelitian ini adalah para pengunjung
Tunjungan Plaza 6. Teknik pengambilan sampel menggunakan purposive sampling
dengan syarat pernah mengunjungi mall Tunjungan Plaza 6 bulan terakhir. Jumlah
sampel yang diteliti sebanyak 185 orang konsumen.

Variabel dalam penelitian ini adalah mall recreational, mall interior, mall
staff, hedonic, utilitarian, social interaction, dan time convenience sebagai variabel
eksogen serta mall environment, mall value, customer satisfaction dan customer
loyalty sebagai variabel endogen. Selanjutnya, penulis mengolah data denga hasil
penelitian menggunakan Lisrel 8.80 untuk memperoleh kesimpulan yang signifikan
berdasarkan hasil penelitian tersebut. Berdasarkan pengujian hipotesis yang telah
dihitung, maka hasil penelitian ini yaitu mall recreational, mall interior, dan mall
staff berpengaruh positif dan signifikan terhadap mall environment, sedangkan
hedonic, utilitarian, social interaction, dan time convenience berpengaruh positif dan
signifikan terhadap mall value. Selain itu mall environment dan mall value
berpengaruh positif dan signifikan terhadap customer satisfaction serta customer
satisfaction berpengaruh positif dan signifikan terhadap customer loyalty

Kata Kunci: Mall Environment, Mall Value, Customer Satisfaction, Customer
Loyalty.
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EFFECT OF MALL ENVIRONMENT ON MALL VALUE,CUSTOMER
SATISFACTION, AND CUSTOMER LOYALTY IN TUNJUNGAN PLAZA6

ABSTRACT

The developement construction of modern shopping centre has been reaching
to big cities of Indonesia one of them is Surabaya city. Increasing of shopping
centre has an impact to competition intensity so make the shopping owner have to
innovate and getting know about consumer necessity . To compete in modern
shopping centre have to pay attention to customer satisfaction and consumen
loyalty. Mall environment and mall value have a effect to satisfaction and loyalty.
Purpose of this research is to know the impact mall environment to mall value,
satisfaction, and loyalty in Tunjungan Plaza 6.

Population that being used in this research is customers in Tunjungan Plaza 6.
Methode of taking sample is purposive sampling with the requirement visiting
Tunjungan Plaza 6 in the last 6 months. The amount of this sample in this research
is 185 consumers.

Variabel in this research which is mall recreational, mall interior, mall staff,
hedonic utilitarian, social interaction, and time convenience as eksogen variabel
and mall environment, mall value, customer satisfaction, customer loyalty as
endogen variable. Next the writer processing research data and the result of this
research using lisrel as the instrument is 8.80 to reach the conclusion which is
significant based on the research. Based on hypothesis that being count, the result
of this resarch mall recreational, mall interior, and mall staff have positive effect
and significant to mall environment, but hedonic, utilitarian, social interaction and
time convenience have positive effect and significance to mall value. In the other
hand mall environment and mall value have positive effect and significance to
customer satisfaction. Customer satisfaction have positive effect and significance
to customer loyalty.

Keywords: Mall Environment, Mall Value, Customer Satisfaction, Customer
Loyalty.
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