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ANALYSIS OF DIFFERENT GENDER PERCEPTION ON STORE
IMAGE AND CUSTOMER SATISFACTION TOWARDS STORE
LOYALTY IN ERAFONE SURABAYA

Marcelino Lorca
Mlorca75@gmail.com
ABSTRACT

Consumer loyalty to the store is an important factor in
maintaining the continuity of the store in the future. The existence of growing
consumer loyalty of their satisfaction with the services and products offered
by the store. Through variable store image and customer satisfaction become
an important role in achieving the loyalty to the store.

This study aims to analyze the Store image and Customer
Satisfaction towards Store loyalty by looking at the shop gender differences
in Erafone Surabaya. Samples in this study using the 100 respondents who
shopped on Erafone and domiciled in Surabaya. Data were collected using
questionnaires filled out by 50 male respondents and 50 female respondents.
Analysis techniques using Regression Linear mediation, while sampling
techniques using purposive sampling technique method.

The results of this study the variables store Image and customer
satisfaction positive effect on store loyalty. These results also show store
image indirect positive effect on store loyalty through consumer satisfaction.
Furthermore, there is a gender difference between men and women see the
influence of store image on store loyalty. The male gender store image has
indirect influence on store loyalty through consumer satisfaction, while the
female gender store image has a direct influence on the store loyalty.
Keywords: Store Image; Customer Satisfaction; Store Loyalty ; gender
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TOKO DAN KEPUASAN KONSUMEN TERHADAP LOYALITAS
TOKO DI ERAFONE SURABAYA

Marcelino Lorca
Mlorca75@gmail.com
ABSTRAK

Loyalitas konsumen terhadap toko merupakan suatu faktor yang
penting dalam menjaga kelangsungan toko di masa yang akan datang.
Keberadaan loyalitas dari konsumen tumbuh dari adanya kepuasan terhadap
pelayanan dan produk yang ditawarkan oleh toko. Lewat variabel citra toko
dan kepuasan pelanggan menjadi peran penting dalam mencapai loyalitas
pada toko.

Penelitian ini bertujuan menganalisis citra toko dan kepuasan
konsumen terhadap loyalitas toko dengan melihat perbedaan pandangan
gender di Erafone Surabaya. Sampel pada penelitian ini menggunakan 100
responden yang pernah berbelanja di Erafone dan berdomisili di Surabaya.
Data yang dikumpulkan menggunakan kuesioner yang diisi oleh 50
responden pria dan 50 responden wanita. Teknik analisis menggunakan
Regresi Linier Mediasi, sementara teknik sampling menggunakan teknik
Purposive Sampling Method.

Hasil dari penelitian ini yakni variabel Store Image dan Customer
Satisfaction berpengaruh positif terhadap Store Loyalty. Hasil ini juga
menunjukkan Store Image berpengaruh positif secara tidak langsung
terhadap Store Loyalty melalui Satisfaction Consumer. Selanjutnya terdapat
perbedaan antara gender pria dan wanita melihat pengaruh Store Image
terhadap Store Loyalty. Pada gender pria Store Image mempunyai pengaruh
tidak langsung terhadap Store Loyalty m elalui Satisfaction Consumer,
sementara pada gender wanita Store Image mempunyai pengaruh langsung
terhadap Store Loyalty.

Kata kunci: Store Image; Customer Satisfaction; Store Loyalty ; gender
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