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ABSTRAK

Faradilla Aghnia Alifia, 21042010123, Pengaruh Keragaman Produk,
Store Atmosphere, dan Kualitas Pelayanan Terhadap Kepuasan

Pelanggan pada Sports Station Galaxy Mall Surabaya

Berkembangnya bisnis ritel, terutama di Indonesia memang sangat
dipengaruhi oleh perubahan perilaku belanja konsumen. Sports Station merupakan
satu di antara bisnis ritel yang dapat bersaing di pasar saat ini dengan menjual
berbagai macam produk olahraga. Penelitian ini bermaksud mengetahui pengaruh
keragaman produk, store atmosphere, serta mutu layanan pada kepuasan pelanggan
pada Sports Station Galaxy Mall Surabaya. Jenis penelitian ini memanfaatkan
kuantitatif dengan pendekatan asosiatif. Metode pengoleksian data pada riset ini
dilaksanakan melalui penyebaran kuesioner (angket) serta pengolahan
dilaksanakan memanfaaatkan perangkat lunak SPSS versi 18. Adapun teknik
analisis yang dimanfaatkan pada riset yakni memanfaatkan analisis regresi linier
berganda. Hasil pada riset ini yakni Keragaman produk, store atmosphere, dan
kualitas pelayanan berdampak signifikan secara simultan terhadap kepuasan
pelanggan pada Sports Station Galaxy Mall Surabaya. Sementara hasil pengujian
uji t membuktikan yakni keragaman produk, store atmosphere, serta mutu layanan
berdampak signifikan dengan parsial pada kepuasan pelanggan pada Sports Station
Galaxy Mall Surabaya.

Kata Kunci : Keragaman Produk, Store Atmosphere, Kualitas Pelayanan,
Kepuasan Pelanggan
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ABSTRACT

Faradilla Aghnia Alifia, 21042010123, The influence of product diversity,
store atmosphere, and service quality on customer satisfaction at Sports

Station Galaxy Mall Surabaya

The development of the retail business, especially in Indonesia, is strongly
influenced by changes in consumer shopping behavior. Sports Station is one of the
retail businesses that can compete in today's market by selling a variety of sports
products. This study aims to determine the effect of product diversity, store
atmosphere, and service quality on customer satisfaction at Sports Station Galaxy
Mall Surabaya. This type of research utilizes quantitative with an associative
approach. The data collection method in this research was carried out through
distributing questionnaires (questionnaires) and processing was carried out using
SPSS software version 18. The analysis technique used in the research is multiple
linear regression analysis. The results of this research are product diversity, store
atmosphere, and service quality have a significant impact simultaneously on
customer satisfaction at Sports Station Galaxy Mall Surabaya.

Keywords :  Product Variety, Store Atmosphere, Service Quality,
Customer Satisfaction.
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