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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis peran Omnichannel 

Service dalam mengaktivasi Latent Consumer Behavior dengan Perceived 

Value sebagai variabel intervening pada CV Empat Cahaya Noesantara. 

Penelitian ini didasarkan pada masalah meningkatnya interaksi konsumen 

lintas kanal digital yang tidak sebanding dengan tingkat konversi konsumen 

laten menjadi pelanggan aktif, sehingga diperlukan pemahaman mengenai 

bagaimana Omnichannel Service membentuk persepsi nilai konsumen. 

Metode penelitian yang digunakan adalah metode kuantitatif dengan 

teknik analisis Partial Least Squares–Structural Equation Modeling (PLS-

SEM). Sampel penelitian terdiri dari pengguna kanal digital CV Empat 

Cahaya Noesantara yang pernah berinteraksi namun belum atau jarang 

bertransaksi. Data dikumpulkan melalui kuesioner daring untuk menguji 

hubungan langsung maupun tidak langsung antar variabel. 

Hasil penelitian menunjukkan bahwa Omnichannel Service 

berpengaruh positif dan signifikan terhadap Perceived Value dan Latent 

Consumer Behavior. Selain itu, Perceived Value berpengaruh signifikan 

terhadap Latent Consumer Behavior serta memediasi hubungan antara 

Omnichannel Service dan Latent Consumer Behavior. Temuan ini 

menegaskan pentingnya integrasi kanal, responsivitas, dan kualitas informasi 

untuk meningkatkan persepsi nilai dan mendorong aktivasi konsumen laten. 

 

Kata kunci : Omnichannel Service, Perceived Value, Latent Consumer 

Behavior, SOR, Bantudagang. 
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22061020036 

 

ABSTRACT 

 

This study aims to analyze the role of Omnichannel Service in 

activating Latent Consumer Behavior with Perceived Value as an intervening 

variable at CV Empat Cahaya Noesantara. The research is based on the issue 

of increasing consumer interactions across digital channels that are not 

matched by actual conversion from latent consumers into active customers, 

highlighting the need to understand how Omnichannel Service shapes 

consumers’ Perceived Value. 

The research uses a quantitative method with Partial Least Squares–

Structural Equation Modeling (PLS-SEM). The sample consists of digital 

channel users of CV Empat Cahaya Noesantara who have interacted with the 

platform but have not completed or rarely engaged in transactions. Data were 

collected through an online questionnaire to examine both direct and indirect 

relationships among the variables. 

The results show that Omnichannel Service has a positive and 

significant effect on Perceived Value and Latent Consumer Behavior. 

Perceived Value also significantly influences Latent Consumer Behavior and 

mediates the relationship between Omnichannel Service and Latent Consumer 

Behavior. These findings emphasize the importance of channel integration, 

responsiveness, and information quality in enhancing Perceived Value and 

activating latent consumers. 

 

Keywords: Omnichannel Service, Perceived Value, Latent Consumer 

Behavior, SOR, Bantudagang. 
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