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ABSTRAK

Irma Pangestuty, 2017; Pengaruh Suasana Toko, Kenyamanan Toko, dan
Merchandise Toko Terhadap Kepuasan Pelanggan : Survei Pada Pelanggan Tip
Top Swalayan Cabang Rawamangun. Fakultas Ekonomi, Universitas Negeri
Jakarta 2017

Tujuan dari penelitian ini adalah: 1) Untuk mengetahui pengaruh suasana toko
terhadap kepuasan pelanggan pada pengunjung Tip Top Swalayan Cabang
Rawamangun. 2) Untuk mengetahui pengaruh kenyamanan toko terhadap kepuasan
pelanggan pada pengunjung Tip Top Swalayan Cabang Rawamangun.. 3) Untuk
mengetahui pengaruh merchandise toko terhadap kepuasan pelanggan pada
pengunjung Tip Top Swalayan Cabang Rawamangun. Objek penelitian ini adalah
200 responden yang sedang mengunjungi Tip Top Swalayan Cabang Rawamangun.
Hasil pengujian deskriptif menjelaskan bahwa masih terdapat kekurangan dari segi
suasana toko, kenyamanan toko, dan merchandise toko yang menyebabkan kurangnya
kepuasan pelanggan. Hasil pengujian hipotesis menunjukan: 1) adanya pengaruh dari
suasana toko terhadap kepuasan pelanggan, 2) adanya pengaruh dari kenyamanan
toko terhadap kepuasan pelanggan, 3) adanya pengaruh dari merchandise toko
terhadap kepuasan pelanggan.

Kata kunci: suasana toko, kenyamanan toko, merchandise toko, kepuasan pelanggan,
Tip Top Swalayan



ABSTRACT

Irma Pangestuty, 2017; The Impact of Store Atmosphere, Convenience, And
Merchandising Toward Customer Satisfaction : Survey On Customer Of Tip Top
Supermarket Rawamangun) Faculty of Economics, Universitas Negeri Jakarta in
2017

The purpose of this research are: 1) to know that store atmosphere factor have
influence affect toward to customer satisfaction of Tip Top Swalayan Customer in
Rawamangun 2) to know that store convenience factor have influence affect toward
to customer satisfaction of Tip Top Swalayan Customer in Rawamangun, 3) to know
that store merchandising factor have influence affect toward to customer satisfaction
of Tip Top Swalayan Customer in Rawamangun. Object of the research is consist of
200 of respondent that visiting Tip Top Swalayan in Rawamangun. The result of
decriptive test shows that store atmosphere, store convenience, and store
merchandising of Tip Top Swalayan in Rawamangun still less so that customer
satisfaction also less. The hypothesis test shows: 1) there is an impact between store
atmosphere toward customer satisfaction, 2) there is an impact between store
convenience toward customer satisfaction, 3) there is an impact between store
merchandising toward customer satisfaction.

Keyword: store atmosphere, store convenience, store merchandising, customer
satisfaction, Tip Top Swalayan
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