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ABSTRAK 

 

Pertumbuhan bisnis Ritel di Indonesia terus berkembang setiap 

tahunnya. Hal ini mengakibatkan persaingan antar retailer yang menjadi 

semakin sengit. Berbagai macam strategi pun dikembangkan demi 

medapatkan konsumen yang memiliki loyalitas tinggi. Penelitian ini 

bertujuan untuk mengetahui pengaruh dari relationship oriented promotion 

terhadap satisfaction, trust, commitment, dan customer loyalty pada 

konsumen di Matahari Department Store Surabaya.  

Penelitian ini dilakukan dengan mengambil 150 responden sebagai 

sampel. Responden yang dipilih adalah responden yang memiliki kartu 

member Matahari Club Card (MCC) di Surabaya. Teknik pengambilan 

sampel dalam penelitian ini menggunakan convenience sampling. Teknik 

analisis data yang digunakan adalah SEM (Structural Equation Modelling) 

dan menggunakan program LISREL. 

Hasil dari penelitian ini adalah relationship oriented promotion 

memiliki pengaruh positif terhadap satisfaction dan trust, satisfaction 

memiliki pengaruh positif terhadap commitment dan customer loyalty, trust 

memiliki pengaruh positif terhadap commitment dan customer loyalty, serta 

commitment memiliki pengaruh positif terhadap customer loyalty di 

Matahari Department Store Surabaya.  

 
Kata Kunci: Relationship Oriented Promotion, Satisfaction, Trust, 

Commitment, Customer Loyalty 
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ABSTRACT 

 

Retail business growth in Indonesia continues to grow each year. 

This resulted in competition among retailers is becoming increasingly 

fierce. A wide variety of strategies were developed in order to obtain high 

consumer loyalty. This study aims to determine the effect of the relationship 

promotion oriented towards satisfaction, trust, commitment, and customer 

loyalty for consumers in Matahari Department Store Surabaya. 

This research was conducted by taking a sample of 150 

respondents. The respondents were Matahari’s customers who have a 

membership card of the Matahari Club Card (MCC) in Surabaya. The 

sampling technique in this study was using a convenience sampling. Data 

analysis techniques used SEM (Structural Equation Modeling) and LISREL 

program. 

The results of this study are relationship oriented promotion have 

a positive influence on satisfaction and trust, satisfaction have a positive 

influence on commitment and customer loyalty, trust have a positive 

influence on commitment and customer loyalty, and commitment has a 

positive influence on customer loyalty in Matahari Department Store 

Surabaya. 

 

Keywords: Relationship Oriented Promotion, Satisfaction, Trust, 

Commitment, Customer Loyalty



 

 

 


