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ABSTRAK 

 

 

 Penelitian ini bertujuan untuk membuktikan pengaruh dari Faktor-Faktor Suasana 

Toko dan Kualitas Pelayanan yang Dipersepsikan pada Perilaku Pendekatan. 

Penelitian ini dilatarbelakangi oleh 4 fenomena yaitu: (1) Perilaku konsumen yang 

beranekaragam; (2) Konsumen pada saat ini cenderung tidak loyal; (3) Store 

Atmosphere dan kualitas pelayanan sebagai alat untuk menarik konsumen dan 

meningkatkan keuntungan; (4) Lingkungan tempat berbelanja memiliki pengaruh pada 

persepsi konsumen berdasarkan faktor situasi atau pengalaman yang dirasakan. 

Penelitian ini mengacu pada penelitian yang telah dilakukan oleh Chen dan Hsieh 

(2010) mengenai “The Effect of Atmosphere on Customer Perceptions and Customer 

Behavior Responses in Chain Store Supermarkets”. Data penelitian diambil dengan 

cara penyebaran kuesioner kepada 600 responden dengan objek penelitian di Yogya 

Riau Junction. Populasi dalam penelitian ini adalah konsumen yang berkunjung di 

Yogya Riau Junction, sementara kriteria sampel dalam penelitian ini adalah konsumen 

yang berkunjung dan berbelanja di Yogya Riau Junction. Metode analisis data yang 

dipakai dalam penelitian ini adalah regresi dengan mediasi. Dari hasil uji regresi 

menunjukan bahwa Faktor-Faktor dari Suasana Toko dan Kualitas Pelayanan yang 

Dipersepsikan berpengaruh pada Perilaku Pendekatan.  

 

 

Kata Kunci: Faktor-Faktor Suasana Toko, Kualitas Pelayanan yang Dipersepsikan, 
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ABSTRACT 

 

 The research is about to prove the effect of Store Atmosphere Factors and 

Perceived Service Quality Approach Behavior. This research is motivated by four 

phenomena, namely: (1) The consumer behavior is diverse; (2) customers are not 

loyal; (3) Store Atmosphere and quality of service as a means to attract consumers 

and increase profits; (4) Shopping environment has an influence on consumers' 

perceptions based on situational factor and perceived experience. The research refers 

to Chen and Hsieh's "The Effect of Atmosphere on Customer Perceptions and 

Customer Behavior Responses in Chain Store Supermarkets”. The data was collected 

via questionnaire of 600 respondents in Yogya Riau Junction. The population of the 

research were customers who visited there, while the samples were those who visited 

and shopped there. The research used regression method with mediation. The result 

showed that the Store Atmosphere Factors and Perceived Service Quality affected 

toward Approach Behavior. 

 

 

Keywords: Store Atmosphere Factors, Perceived Service Quality, Approach Behavior 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xii                 Universitas Kristen Maranatha 

 

DAFTAR ISI 

 

 

Halaman 

COVER LUAR ................................................................................................................... i 

COVER DALAM ............................................................................................................... ii 

COVER BAHASA INGGRIS ............................................................................................ iii 

LEMBAR PENGESAHAN ................................................................................................ vi 

PERNYATAAN KEASLIAN KARYA TULIS SKRIPSI ................................................. v 

PERNYATAAN PUBLIKASI LAPORAN PENELITIAN ............................................... vi 

KATA PENGANTAR ........................................................................................................ vii 

ABSTRAK DALAM BAHASA INDONESIA .................................................................. x 

ABSTRAK DALAM BAHASA INGGRIS ........................................................................ xi 

DAFTAR ISI ....................................................................................................................... xii 

DAFTAR TABEL ............................................................................................................... xvi 

DAFTAR GAMBAR .......................................................................................................... xvii 

 

BAB I PENDAHULUAN ............................................................................................... 1 

 1.1 Latar Belakang ............................................................................................ 1 

 1.2 Rumusan Masalah ....................................................................................... 13 

 1.3 Tujuan Penelitian ........................................................................................ 13 

 1.4 Manfaat Penelitian ...................................................................................... 14 

 

BAB II LANDASAN TEORI 

 2.1 Perilaku Konsumen ..................................................................................... 16 

 2.2 Model Perilaku Konsumen ......................................................................... 17 

 2.3 Bauran Pemasaran (Marketing-Mix) ........................................................... 19 

 2.4 Ritel ............................................................................................................. 22 

 2.5 Store Atmosphere ........................................................................................ 23 

 2.6 Dimensi-Dimensi Store Atmosphere ........................................................... 24 

  2.6.1 External ........................................................................................... 24 

  2.6.2 General Interior .............................................................................. 25 

  2.6.3 Layout and Design .......................................................................... 27 

  2.6.4 Point of Purchase and Decoration ................................................. 29 

 2.7 Psikologi Konsumen ................................................................................... 30 

 2.8 Kualitas Pelayanan yang Dipersepsikan (Perceived Service Quality) ........ 32 

 2.9 Dimensi-Dimensi Service Quality  ............................................................. 34 

 2.10 Perilaku Pembelian Konsumen (Consumer Buying Behavior) ................... 35 

 2.11 Perilaku Pendekatan (Approach Behavior) ................................................. 35 

 2.12 Penelitian Terdahulu ................................................................................... 37 

 2.13 Rerangka Teoritis ........................................................................................ 42 



 

xiii                 Universitas Kristen Maranatha 

 

 2.14 Rerangka Pemikiran .................................................................................... 43 

 2.15 Pengembangan Hipotesis ............................................................................ 44 

 2.16 Model Penelitian ......................................................................................... 48 

 

BAB III METODE PENELITIAN ..................................................................................... 49 

 3.1 Jenis Penelitian ............................................................................................ 49 

 3.2 Populasi, Sampel, dan Teknik Pengambilan Sampel .................................. 50 

 3.3 Definisi Operasional Variabel ..................................................................... 53 

 3.4 Teknik Pengumpulan Data .......................................................................... 60 

 3.5 Uji Validitas dan Hasil Pengujian Validitas ............................................... 62 

 3.6 Uji Reliabilitas dan Hasil Pengujian Reliabilitas ........................................ 67 

 3.7 Uji Normalitas dan Hasil Pengujian Normalitas ......................................... 71 

 3.8 Uji Multikolinearitas dan Hasil Pengujian Multikolinearitas ..................... 72 

 3.9 Uji Heterokedastisitas dan Hasil Pengujian Heterokedastisitas .................. 74 

 3.10 Metode Analisis Data .................................................................................. 76 

 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ................................................... 79 

 4.1 Profil  ......................................................................................................... 79 

  4.1.1 Karakteristik Responden Berdasarkan Kunjungan ......................... 79 

  4.1.2 Profil Responden Berdasarkan Berbelanja ..................................... 80 

  4.1.3 Profil Responden Berdasarkan Frekuensi Berbelanja ..................... 81 

 4.2 Data Tabulasi .............................................................................................. 82 

  4.2.1 Frekuensi Pernyataan Kuesioner nomor 1 ...................................... 82 

  4.2.2 Frekuensi Pernyataan Kuesioner nomor 2 ...................................... 83 

  4.2.3 Frekuensi Pernyataan Kuesioner nomor 3 ...................................... 84 

  4.2.4 Frekuensi Pernyataan Kuesioner nomor 4 ...................................... 85 

  4.2.5 Frekuensi Pernyataan Kuesioner nomor 5 ...................................... 86 

  4.2.6 Frekuensi Pernyataan Kuesioner nomor 6 ...................................... 87 

  4.2.7 Frekuensi Pernyataan Kuesioner nomor 7 ...................................... 88 

  4.2.8 Frekuensi Pernyataan Kuesioner nomor 8 ...................................... 89 

  4.2.9 Frekuensi Pernyataan Kuesioner nomor 9 ...................................... 90 

  4.2.10 Frekuensi Pernyataan Kuesioner nomor 10 .................................... 91 

  4.2.11 Frekuensi Pernyataan Kuesioner nomor 11 .................................... 92 

  4.2.12 Frekuensi Pernyataan Kuesioner nomor 12 .................................... 93 

  4.2.13 Frekuensi Pernyataan Kuesioner nomor 13 .................................... 94 

  4.2.14 Frekuensi Pernyataan Kuesioner nomor 14 .................................... 95 

  4.2.15 Frekuensi Pernyataan Kuesioner nomor 15 .................................... 96 

  4.2.16 Frekuensi Pernyataan Kuesioner nomor 16 .................................... 97 

  4.2.17 Frekuensi Pernyataan Kuesioner nomor 17 .................................... 98 

  4.2.18 Frekuensi Pernyataan Kuesioner nomor 18 .................................... 99 

  4.2.19 Frekuensi Pernyataan Kuesioner nomor 19 .................................... 100 



 

xiv                 Universitas Kristen Maranatha 

 

  4.2.20 Frekuensi Pernyataan Kuesioner nomor 20 .................................... 101 

  4.2.21 Frekuensi Pernyataan Kuesioner nomor 21 .................................... 102 

  4.2.22 Frekuensi Pernyataan Kuesioner nomor 22 .................................... 103 

  4.2.23 Frekuensi Pernyataan Kuesioner nomor 23 .................................... 104 

  4.2.24 Frekuensi Pernyataan Kuesioner nomor 24 .................................... 105 

  4.2.25 Frekuensi Pernyataan Kuesioner nomor 25 .................................... 106 

  4.2.26 Frekuensi Pernyataan Kuesioner nomor 26 .................................... 107 

  4.2.27 Frekuensi Pernyataan Kuesioner nomor 27 .................................... 108 

  4.2.28 Frekuensi Pernyataan Kuesioner nomor 28 .................................... 109 

  4.2.29 Frekuensi Pernyataan Kuesioner nomor 29 .................................... 110 

  4.2.30 Frekuensi Pernyataan Kuesioner nomor 30 .................................... 111 

  4.2.31 Frekuensi Pernyataan Kuesioner nomor 31 .................................... 112 

  4.2.32 Frekuensi Pernyataan Kuesioner nomor 32 .................................... 113 

  4.2.33 Frekuensi Pernyataan Kuesioner nomor 33 .................................... 114 

  4.2.34 Frekuensi Pernyataan Kuesioner nomor 34 .................................... 115 

  4.2.35 Frekuensi Pernyataan Kuesioner nomor 35 .................................... 116 

  4.2.36 Frekuensi Pernyataan Kuesioner nomor 36 .................................... 117 

  4.2.37 Frekuensi Pernyataan Kuesioner nomor 37 .................................... 118 

  4.2.38 Frekuensi Pernyataan Kuesioner nomor 38 .................................... 119 

  4.2.39 Frekuensi Pernyataan Kuesioner nomor 39 .................................... 120 

  4.2.40 Frekuensi Pernyataan Kuesioner nomor 40 .................................... 121 

  4.2.41 Frekuensi Pernyataan Kuesioner nomor 41 .................................... 122 

  4.2.42 Frekuensi Pernyataan Kuesioner nomor 42 .................................... 123 

  4.2.43 Frekuensi Pernyataan Kuesioner nomor 43 .................................... 124 

  4.2.44 Frekuensi Pernyataan Kuesioner nomor 44 .................................... 125 

  4.2.45 Frekuensi Pernyataan Kuesioner nomor 45 .................................... 126 

  4.2.46 Frekuensi Pernyataan Kuesioner nomor 46 .................................... 127 

  4.2.47 Frekuensi Pernyataan Kuesioner nomor 47 .................................... 128 

  4.2.48 Frekuensi Pernyataan Kuesioner nomor 48 .................................... 129 

  4.2.49 Frekuensi Pernyataan Kuesioner nomor 49 .................................... 130 

  4.2.50 Frekuensi Pernyataan Kuesioner nomor 50 .................................... 131 

  4.2.51 Frekuensi Pernyataan Kuesioner nomor 51 .................................... 132 

  4.2.52 Frekuensi Pernyataan Kuesioner nomor 52 .................................... 133 

  4.2.53 Frekuensi Pernyataan Kuesioner nomor 53 .................................... 134 

  4.2.54 Frekuensi Pernyataan Kuesioner nomor 54 .................................... 135 

 4.3 Hasil Penelitian ........................................................................................... 136 

  4.3.1 Persamaan Linear Berganda............................................................ 136 

  4.3.2 Persamaan Regresi Sederhana ........................................................ 137 

  4.3.3 Hipotesis 1: Terdapat Pengaruh Store Atmosphere Factors pada 

Perceived Service Quality ............................................................... 138 



 

xv                 Universitas Kristen Maranatha 

 

  4.3.4 Hipotesis 2: Terdapat Pengaruh Store Atmosphere Factors dan 

Perceived Service Quality pada Approach Behavior ...................... 139 

  4.3.5 Hipotesis 3: Terdapat Pengaruh Store Atmosphere Factors pada 

Approach Behavior yang dimediasi oleh Perceived Service Quality

 ......................................................................................................... 140 

 4.4 Ringkasan Penelitian ................................................................................... 143 

 4.5 Pembahasan ................................................................................................. 144 

 4.6 Perbandingan dengan Riset Empiris ........................................................... 150 

 

BAB V PENUTUP  ......................................................................................................... 152 

 5.1 Kesimpulan ................................................................................................. 152 

 5.2 Implikasi Manajerial ................................................................................... 152 

 5.3 Keterbatasan Penelitian ............................................................................... 153 

 5.4 Saran  ......................................................................................................... 154 

 

DAFTAR PUSTAKA  ......................................................................................................... 156 

LAMPIRAN A .................................................................................................................... 164 

LAMPIRAN B .................................................................................................................... 168 

LAMPIRAN C .................................................................................................................... 169 

LAMPIRAN D .................................................................................................................... 187 

LAMPIRAN E .................................................................................................................... 190 

LAMPIRAN F .................................................................................................................... 192 

LAMPIRAN G .................................................................................................................... 194 

LAMPIRAN H .................................................................................................................... 196 

LAMPIRAN I ..................................................................................................................... 202 

LAMPIRAN J ..................................................................................................................... 203 

LAMPIRAN K .................................................................................................................... 205 

CURRICULUM VITAE ..................................................................................................... 209 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xvi                 Universitas Kristen Maranatha 

 

DAFTAR TABEL 

 

 

Halaman 

Tabel 2.1. Penelitian Terdahulu ....................................................................................... 37 

Tabel 3.1. Definisi Operasional Variabel......................................................................... 55 

Tabel 3.2. Skala Likert ..................................................................................................... 61 

Tabel 3.3. KMO and Barlett’s Test .................................................................................. 63 

Tabel 3.4. Hasil Pengujian Validitas Rotasi Faktor dengan Metode Varimax ................ 65 

Tabel 3.5. Hasil Pengujian Reliabilitas ............................................................................ 68 

Tabel 3.6. Hasil Pengujian Normalitas ............................................................................ 72 

Tabel 3.7. Hasil Pengujian Multikolinearitas................................................................... 73 

Tabel 3.8. Hasil Heteroskedastisitas ................................................................................ 75 

Tabel 4.1. Karakteristik Berdasarkan Kunjungan ............................................................ 79 

Tabel 4.2. Karakteristik Berdasarkan Berbelanja ............................................................ 80 

Tabel 4.3. Frekuensi Berbelanja ...................................................................................... 81 

Tabel 4.4. Frekuensi Item Pernyataan nomer 1 ............................................................... 82 

Tabel 4.5. Frekuensi Item Pernyataan nomer 2 ............................................................... 83 

Tabel 4.6. Frekuensi Item Pernyataan nomer 3 ............................................................... 84 

Tabel 4.7. Frekuensi Item Pernyataan nomer 4 ............................................................... 85 

Tabel 4.8. Frekuensi Item Pernyataan nomer 5 ............................................................... 86 

Tabel 4.9. Frekuensi Item Pernyataan nomer 6 ............................................................... 87 

Tabel 4.10. Frekuensi Item Pernyataan nomer 7 ............................................................. 88 

Tabel 4.11. Frekuensi Item Pernyataan nomer 8 ............................................................. 89 

Tabel 4.12. Frekuensi Item Pernyataan nomer 9 ............................................................. 90 

Tabel 4.13. Frekuensi Item Pernyataan nomer 10 ........................................................... 91 

Tabel 4.14. Frekuensi Item Pernyataan nomer 11 ........................................................... 92 

Tabel 4.15. Frekuensi Item Pernyataan nomer 12 ........................................................... 93 

Tabel 4.16. Frekuensi Item Pernyataan nomer 13 ........................................................... 94 

Tabel 4.17. Frekuensi Item Pernyataan nomer 14 ........................................................... 95 

Tabel 4.18. Frekuensi Item Pernyataan nomer 15 ........................................................... 96 

Tabel 4.19. Frekuensi Item Pernyataan nomer 16 ........................................................... 97 

Tabel 4.20. Frekuensi Item Pernyataan nomer 17 ........................................................... 98 

Tabel 4.21. Frekuensi Item Pernyataan nomer 18 ........................................................... 99 

Tabel 4.22. Frekuensi Item Pernyataan nomer 19 ........................................................... 100 

Tabel 4.23. Frekuensi Item Pernyataan nomer 20 ........................................................... 101 

Tabel 4.24. Frekuensi Item Pernyataan nomer 21 ........................................................... 102 

Tabel 4.25. Frekuensi Item Pernyataan nomer 22 ........................................................... 103 

Tabel 4.26. Frekuensi Item Pernyataan nomer 23 ........................................................... 104 

Tabel 4.27. Frekuensi Item Pernyataan nomer 24 ........................................................... 105 

Tabel 4.28. Frekuensi Item Pernyataan nomer 25 ........................................................... 106 



 

xvii                 Universitas Kristen Maranatha 

 

Tabel 4.29. Frekuensi Item Pernyataan nomer 26 ........................................................... 107 

Tabel 4.30. Frekuensi Item Pernyataan nomer 27 ........................................................... 108 

Tabel 4.31. Frekuensi Item Pernyataan nomer 28 ........................................................... 109 

Tabel 4.32. Frekuensi Item Pernyataan nomer 29 ........................................................... 110 

Tabel 4.33. Frekuensi Item Pernyataan nomer 30 ........................................................... 111 

Tabel 4.34. Frekuensi Item Pernyataan nomer 31 ........................................................... 112 

Tabel 4.35. Frekuensi Item Pernyataan nomer 32 ........................................................... 113 

Tabel 4.36. Frekuensi Item Pernyataan nomer 33 ........................................................... 114 

Tabel 4.37. Frekuensi Item Pernyataan nomer 34 ........................................................... 115 

Tabel 4.38. Frekuensi Item Pernyataan nomer 35 ........................................................... 116 

Tabel 4.39. Frekuensi Item Pernyataan nomer 36 ........................................................... 117 

Tabel 4.40. Frekuensi Item Pernyataan nomer 37 ........................................................... 118 

Tabel 4.41. Frekuensi Item Pernyataan nomer 38 ........................................................... 119 

Tabel 4.42. Frekuensi Item Pernyataan nomer 39 ........................................................... 120 

Tabel 4.43. Frekuensi Item Pernyataan nomer 40 ........................................................... 121 

Tabel 4.44. Frekuensi Item Pernyataan nomer 41 ........................................................... 122 

Tabel 4.45. Frekuensi Item Pernyataan nomer 42 ........................................................... 123 

Tabel 4.46. Frekuensi Item Pernyataan nomer 43 ........................................................... 124 

Tabel 4.47. Frekuensi Item Pernyataan nomer 44 ........................................................... 125 

Tabel 4.48. Frekuensi Item Pernyataan nomer 45 ........................................................... 126 

Tabel 4.49. Frekuensi Item Pernyataan nomer 46 ........................................................... 127 

Tabel 4.50. Frekuensi Item Pernyataan nomer 47 ........................................................... 128 

Tabel 4.51. Frekuensi Item Pernyataan nomer 48 ........................................................... 129 

Tabel 4.52. Frekuensi Item Pernyataan nomer 49 ........................................................... 130 

Tabel 4.53. Frekuensi Item Pernyataan nomer 50 ........................................................... 131 

Tabel 4.54. Frekuensi Item Pernyataan nomer 51 ........................................................... 132 

Tabel 4.55. Frekuensi Item Pernyataan nomer 52 ........................................................... 133 

Tabel 4.56. Frekuensi Item Pernyataan nomer 53 ........................................................... 134 

Tabel 4.57. Frekuensi Item Pernyataan nomer 54 ........................................................... 135 

Tabel 4.58. Coefficient Regresi Linier Berganda ............................................................ 136 

Tabel 4.59. Coefficient Regresi Sederhana ...................................................................... 137 

Tabel 4.60. Hasil Uji Hipotesis 1 ..................................................................................... 138 

Tabel 4.61. Hasil Uji Hipotesis 2 ..................................................................................... 140 

Tabel 4.62. Hasil Uji Hipotesis 3 ..................................................................................... 141 

Tabel 4.63. Perbandingan Hasil Riset Empiris ................................................................ 151 

 

 

 

 

 

 



 

xviii                 Universitas Kristen Maranatha 

 

DAFTAR GAMBAR 

 

 

Halaman 

Gambar 2.1. Model Perilaku Konsumen Kotler .............................................................. 18 

Gambar 2.2. Saluran Pemasaran Konsumen .................................................................... 21 

Gambar 2.3. Rerangka Teoritis ........................................................................................ 42 

Gambar 2.4. Rerangka Pemikiran .................................................................................... 43 

Gambar 2.5. Model Penelitian ......................................................................................... 48 

Gambar 3.1. Model Analisis Jalur (Path Analysis) .......................................................... 77 

Gambar 4.1. Ringkasan Penelitian ................................................................................... 143 

 

 

 

 

 

 

 

 


