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The Effect Of Service Quality And Store Atmosphere On Customer Loyalty
Moderated By Costomer Satisfaction
(Case Study On Gacoan Noodle Cikarang Selatan)

Ruli Parwatit
Andrianto Prasetya Nugroho?

Abstract

Mie Gacoan is one of the Spicy Noodles that is popular with the community in South
Cikarang District, Bekasi Regency. With the concept of a modern dining place at
an affordable price, the presence of "Mie Gacoan” has gained extraordinary
recognition in every market where "Mie Gacoan" serves tens of thousands of
customers every month. Loyalty is a customer's commitment to persist deeply to
subscribe or repurchase a selected product or service consistently in the future,
even though the influence of the situation and marketing efforts have the potential
to lead to behavior changes (Hurriyati, 2005:130) in (Widjaja et al., 2019). The
purpose of this study is to find out the influence of service quality and Store
Atmosphere on customer loyalty moderated by customer satisfaction. The research
method carried out was quantitative by distributing questionnaires to 200
respondents which then collected and tested for feasibility with LISREL. The results
of the feasibility test found that 2 hypotheses were rejected, namely and 3 hypothesis
was accepted.

Keywords: Mie Gacoan, Service Quality, Store Atmosphere, Customer Loyalty,
Customer Satisfaction

1) Ruli Parwati
2) Andrianto Prasetya Nugroho
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PENGARUH KUALITAS LAYANAN DAN SUASANA TOKO TERHADAP
LOYALITAS PELANGGAN YANG DIMODERASI KEPUASAN
PELANGGAN
(Studi Kasus Pada Mie Gacoan Cikarang Selatan)

Ruli Parwatit
Andrianto Prasetya Nugroho?

ABSTRAK

Mie Gacoan menjadi salah satu Mie Pedas yang digemari masyarakat di Kecamatan
Cikarang Selatan Kabupaten Bekasi. Dengan konsep toko makan yang modern
dengan harga yang terjangkau, kehadiran “Mie Gacoan” telah mendapatkan
pengakuan yang luar biasa di setiap pasar dimana “Mie Gacoan” melayani puluhan
ribu pelanggan setiap bulannya. Loyalitas adalah komitmen pelanggan bertahan
secara mendalam untuk berlangganan atau melakukan pembelian kembali produk
atau layanan yang dipilih secara konsisten di masa depan, meskipun pengaruh
situasi dan upaya pemasaran berpotensi menyebabkan perubahan perilaku
(Hurriyati, 2005:130) dalam (Widjaja et al., 2019).

Tujuan dari penelitian ini adalah mengetahui pengaruh Kualitas Layanan dan
suasana toko terhadap Loyalitas Pelanggan yang dimoderasi Kepuasan Pelanggan.
Metode Penelitian yang dilakukan yakni kuantitatif dengan menyebar kuisioner
terhadap 200 responden yang selanjutnya data tersebut dikumpulkan dan diuji
kelayakannya dengan LISREL. Hasil pengujian kelayakan ditemukan bahwa 2
hipotesa ditolak yaitu dan 3 hipotesa di terima.

Kata Kunci : Mie Gacoan, Service Quality, Store Atmosphere, Customer Loyalty,
Customer Satisfaction

1) Ruli Parwati
2) Andrianto Prasetya Nugroho
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