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ABSTRAK

Peningkatan pendapatan per kapita di Indonesia sebagian
besar diiukuti dengan daya beli masyarakat di Indonesia juga
semakin tinggi. Melihat fenomena penjualan dalam pasar modern
yang semakin meningkat, maka semakin terbukanya peluang bagi
produsen untuk membuka usaha dalam pasar modern, terutama di
dalam retail elektronik. Salah satunya ialah toko Hartono Elektronik
Kertajaya Indah Surabaya. Oleh sebab itu, peneliti ingin meneliti
mengenai “Apakah reference group, service quality, dan store
atmosphere berpengaruh terhadap kepuasan konsumen dan Niat beli
Ulang pada Hartono Elektronik Kertajaya Indah Surabaya?”.

Jenis penelitian ini menggunakan data kuantitatif. Populasi
dalam penelitian ini adalah semua pengguna produk Hartono
Elektronik di Kota Surabaua sebanyak 120 sampel, yang diambil
dengan menggunakan metode purposive sampling. Alat dan metode
pengumpulan data dalam penelitian ini dilakukan dengan
menyebarkan kuesioner secara langsung kepada responden
(konsumen) Hartono Elektronik di Surabaya. Metode analisis data
yang digunakan adalah Structural Equation Modelling (SEM).

Hasil kesimpulan yang diperoleh vyaitu : reference group,
service quality, dan store atmosphere berpengaruh terhadap
kepuasan konsumen dan Niat beli Ulang pada Hartono Elektronik
Kertajaya Indah Surabaya.

Kata Kunci : Reference Group, Service Quality, Store
Atmosphere, Kepuasan Konsumen, Niat beli
Ulang
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ABSTRACT

The increase income per capita in Indonesia is largely
followed by the purchasing power of society in Indonesia also
higher. Looking at sales phenomenon in the modern market are
increasing, the more opportunities for the manufacturers to open a
business in the modern market, particularly in the retail electronics.
One of them is to store Hartono Electronic Kertajaya Surabaya.
Therefore, researchers wanted to examine about "What the reference
group, service quality, and store atmosphere influence toward
customer satisfaction and product purchasing decisions Television
on Electronic Hartono Kertajaya Indah in Surabaya?".

This research uses quantitative data. The population in this
study research are all users of the products Hartono Electronic
Surabaya City as many as 120 samples, were taken by using
purposive sampling method. Tools and data collection methods in
the study research conducted by distributing questionnaires directly
to the respondents (consumers) Electronic Hartono in Surabaya. The
method of data analysis used Structural Equation Modeling (SEM).

The results obtained by the conclusion is reference group,
service quality, and store atmosphere influence toward customer
satisfaction and purchasing decisions Television on Electronic
Hartono Kertajaya in Surabaya.

Kata Kunci : Reference Group, Service Quality, Store

Atmosphere, Customer Satisfaction,
Purchasing Decisions
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