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ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh
kelengkapan produk, store atmosphere, dan kualitas pelayanan terhadap loyalitas
pelanggan melalui kepuasan pelanggan pada pelanggan Sociolla DeliPark Mall Medan.
Penelitian ini merupakan penelitian kuantitatif dengan teknik penentuan sampel
menggunakan metode purposive sampling dan jumlah sampel sebanyak 100 responden.
Pengumpulan data dilakukan melalui penyebaran kuesioner kepada pelanggan yang telah
memenuhi kriteria penelitian. Analisis data menggunakan SmartPLS (Partial Least
Square) yang meliputi pengujian outer model, inner model, dan pengujian hipotesis. Hasil
penelitian menunjukkan bahwa nilai R-Square kepuasan pelanggan sebesar 0,954 dan
loyalitas pelanggan sebesar 0,979, yang mengindikasikan bahwa model penelitian
memiliki kemampuan yang sangat baik dalam menjelaskan variasi kepuasan pelanggan
dan loyalitas pelanggan, sedangkan sisanya dijelaskan oleh variabel lain di luar model
penelitian. Hasil pengujian hipotesis menunjukkan bahwa kelengkapan produk, store
atmosphere, kualitas pelayanan, dan kepuasan pelanggan berpengaruh signifikan
terhadap loyalitas pelanggan (p < 0,05). Selain itu, kelengkapan produk, store
atmosphere, dan kualitas pelayanan juga berpengaruh signifikan terhadap kepuasan
pelanggan (p < 0,05). Kepuasan pelanggan mampu memediasi pengaruh kelengkapan
produk dan kualitas pelayanan terhadap loyalitas pelanggan (p < 0,05), namun tidak
mampu memediasi pengaruh store atmosphere terhadap loyalitas pelanggan (p > 0,05).
Hasil penelitian ini diharapkan dapat menjadi masukan bagi pihak Sociolla DeliPark Mall
Medan dalam merumuskan strategi pemasaran yang berorientasi pada peningkatan
kepuasan dan loyalitas pelanggan melalui penyediaan produk yang lengkap, suasana toko
yang nyaman, dan kualitas pelayanan yang optimal.

Kata Kunci : Kelengkapan_Produk, Store_Atmosphere, Kualitas_Pelayanan,
Kepuasaan_Pelanggan, Loyalitas_Pelanggan.
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ABSTRACT

This study aims to determine and analyze the effect of product completeness, store
atmosphere, and service quality on customer loyalty through customer satisfaction at
Sociolla DeliPark Mall Medan. This study employed a quantitative research approach
using a purposive sampling technique with a total sample of 100 respondents. Data were
collected through questionnaires distributed to customers who met the research criteria.
The data were analyzed using SmartPLS (Partial Least Squares), including the evaluation
of the measurement model (outer model), structural model (inner model), and hypothesis
testing. The results showed that the R-Square value for customer satisfaction was 0.954,
while the R-Square value for customer loyalty was 0.979, indicating that the research
model had a very strong ability to explain the variance in customer satisfaction and
customer loyalty, whereas the remaining variance was explained by other variables
outside the research model. The hypothesis testing results revealed that product
completeness, store atmosphere, service quality, and customer satisfaction had a
significant effect on customer loyalty (p < 0.05). In addition, product completeness, store
atmosphere, and service quality also had a significant effect on customer satisfaction (p
< 0.05). Customer satisfaction was found to mediate the effect of product completeness
and service quality on customer loyalty (p < 0.05), but it did not mediate the effect of
store atmosphere on customer loyalty (p > 0.05). The findings of this study are expected
to provide valuable insights for the management of Sociolla DeliPark Mall Medan in
developing marketing strategies aimed at enhancing customer satisfaction and customer
loyalty through product completeness, a comfortable store atmosphere, and excellent
service quality.

Keywords: Product_Assortment, Store_Atmosphere, Service_Quality,
Customer_Satisfaction, Customer_Loyalty.
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