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ABSTRAK

Penelitian ini bertujuan menganalisis pengaruh kualitas pelayanan, harga,
dan store atmosphere terhadap loyalitas konsumen dengan pengalaman konsumen
sebagai variabel mediasi pada Kedai Kopi TUKU di Surabaya. Penelitian ini
dilatarbelakangi oleh meningkatnya persaingan bisnis kedai kopi yang menuntut
perusahaan untuk mempertahankan loyalitas konsumen.

Penelitian ini menggunakan pendekatan kuantitatif dengan metode survei.
Populasi penelitian adalah konsumen Kedai Kopi TUKU di Surabaya dengan
jumlah populasi yang tidak diketahui. Teknik pengambilan sampel menggunakan
purposive sampling dengan jumlah responden sebanyak 215 orang. Data
dikumpulkan melalui penyebaran kuesioner menggunakan skala Likert lima poin
dan dianalisis menggunakan Structural Equation Modeling—Partial Least Squares
(SEM-PLS) melalui aplikasi SmartPLS 4.

Hasil penelitian menunjukkan bahwa kualitas pelayanan, harga, dan store
atmosphere berpengaruh positif dan signifikan terhadap loyalitas konsumen. Ketiga
variabel tersebut juga berpengaruh positif dan signifikan terhadap pengalaman
konsumen, sedangkan pengalaman konsumen berpengaruh positif dan signifikan
terhadap loyalitas konsumen. Selain itu, pengalaman konsumen terbukti memediasi
secara parsial pengaruh kualitas pelayanan, harga, dan store atmosphere terhadap
loyalitas konsumen. Temuan ini menunjukkan bahwa pengalaman konsumen
menjadi mekanisme penting dalam memperkuat hubungan antara kualitas
pelayanan, harga, dan store atmosphere dengan loyalitas konsumen.

Pengalaman konsumen terbukti berpengaruh positif dan signifikan terhadap
loyalitas konsumen serta mampu memediasi pengaruh kualitas pelayanan, harga,
dan store atmosphere terhadap loyalitas konsumen. Temuan ini menunjukkan
pentingnya peningkatan kualitas pelayanan, kesesuaian harga, dan penciptaan
suasana toko @ yang  nyaman | untuk. membangun ‘pengalaman- positif dan
meningkatkan loyalitas konsumen. _

Kata Kunci: Kualitas Pelayanan, Harga, Store Atmosphere, Pengalaman
Konsumen, Loyalitas Konsumen.
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ABSTRAC

This study aims to analyze the influence of service quality, price, and store
atmosphere on customer loyalty, with customer experience serving as a mediating
variable at TUKU Coffee Shop in Surabaya. The study is motivated by the
increasing competition in the coffee shop industry, which requires businesses to
maintain customer loyalty.

This study employs a quantitative approach using a survey method. The
research population consists of customers of TUKU Coftfee Shop in Surabaya, with
an unknown population size. The sampling technique used was purposive sampling,
involving 215 respondents. Data were collected through the distribution of
questionnaires using a five-point Likert scale and analyzed using Structural
Equation Modeling—Partial Least Squares (SEM-PLS) with SmartPLS 4 software.

The results indicate that service quality, price, and store atmosphere have a
positive and significant effect on customer loyalty. These three variables also have
a positive and significant effect on customer experience, while customer experience
has a positive and significant effect on customer loyalty. Furthermore, customer
experience is proven to partially mediate the effects of service quality, price, and
store atmosphere on customer loyalty. These findings suggest that customer
experience serves as an important mechanism in strengthening the relationship
between service quality, price, and store atmosphere and customer loyalty.

Customer experience has been proven to have a positive and significant
effect on customer loyalty and is capable of mediating the effects of service quality,
price, and store atmosphere on customer loyalty. These findings highlight the
importance of improving service quality, ensuring price appropriateness, and
creating a comfortable store atmosphere to build positive customer experiences and
enhance customer loyalty.

*Keywords:* ‘Service Quality, Price, Store Atmosphere, Customer
Experience, Customer Loyalty.
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