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ABSTRAK 

 

 

Penelitian ini bertujuan untuk menemukan bukti empirik mengenai pengaruh 

kepuasan pelanggan pada Truno Grooming Room Bandung. Variabel independen 

yang digunakan adalah kualitas pelayanan yang diukur dengan (Tangibles, 

Reliability, Responsiveness, Assurance, Emapthy) dan store atmosphere yang diukur 

dengan (Exterior, General Interior, Store Layout, Interior Display) sedangkan 

variabel dependennya adalah aktivitas kepuasan pelanggan (diukur dengan Kualitas 

Produk, Kualitas Pelayanan, Emosional, Harga, dan Biaya). Sampel yang digunakan 

dalam penelitian ini adalah pelanggan Truno Grooming Room Bandung. Sampel 

penelitian ini dipilih dengan menggunakan metode purposive sampling. Hasil dari 

penelitian ini menunjukkan bahwa kualitas pelayanan dan store atmosphere 

berpengaruh positif dan signifikan terhadap kepuasan pelanggan, Assurance 

memiliki pengaruh terhadap kepuasan pelanggan, Exterior memiliki pengaruh 

terhadap kepuasan pelanggan, General Interior memiliki pengaruh terhadap 

kepuasan pelanggan, Interior Display memiliki pengaruh terhadap kepuasan 

pelanggan, sedangkan tangibles, reliability, responsiveness, empathy, dan store 

layout tidak memiliki pengaruh terhadap kepuasan pelanggan. 

 

Kata kunci: kualitas pelayanan, store atmosphere, kepuasan pelanggan. 
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ABSTRACT 

 

 
 

This study aims to find empirical evidence about the influence of customer 

satisfaction on Truno Grooming Room Bandung. The independent variables used 

were the quality of service as measured by (Tangibles, Reliability, Responsiveness, 

Assurance, Emapthy) and the atmosphere of the store as measured by (Exterior, 

General Interior, Store Layout, Interior Display) while the dependent variable is the 

activity of customer satisfaction (as measured by Quality Product, Service Quality, 

Emotional, Prices and Costs). The sample used in this study is the customer Truno 

Grooming Room Bandung. The research sample is selected using purposive 

sampling method. Results from this study indicate that service quality and store 

atmosphere positive and significant impact on customer satisfaction, Assurance has 

an influence on customer satisfaction, Exterior has an influence on customer 

satisfaction, General Interior has an influence on customer satisfaction, Interior 

Display has an influence on customer satisfaction, while tangibles, reliability, 

responsiveness, empathy, and store layout has no influence on customer satisfaction.  

 
Keywords: service quality, store atmosphere, customer satisfaction. 
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