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ABSTRAK 

PENGARUH WORD OF MOUTH,KUALITAS PELAYANAN,  
HARGA DAN STORE ATMOSPHERE TERHADAP KEPUASAN 

PELANGGAN 

(Study Kasus Pelanggan Pada  
Toko Sempulur Jaya, Kecamatan Tulang Bawang Tengah,  

Kabupaten Tulang Bawang Barat) 
 

I Wayan Amerta Deva 

Universitas Atma Jaya  

Yogyakarta 

 

Perilaku Kepuasan Pelanggan erat kaitannya dengan komunikasi pemasaran, salah 

satunya adalah word of mouth (WOM). Selain itu, faktor harga, kualitas pelayanan, dan store 

atmosphere juga menjadi elemen penting yang memengaruhi perilaku Kepuasan Pelanggan. 

Penelitian ini bertujuan untuk mengidentifikasi pengaruh parsial maupun simultan antara 

word of mouth, harga, kualitas pelayanan, dan store atmosphere terhadap Kepuasan 

Pelanggan di Toko Sempulur Jaya. 

Penelitian ini menggunakan pendekatan kuantitatif, dengan populasi berupa seluruh  

Pelanggan Toko Sempulur Jaya. Sampel yang diambil sebanyak 104 responden menggunakan 

metode convenience sampling. Teknik analisis data mencakup uji validitas, uji asumsi klasik, 

analisis regresi linier berganda, dan pengujian hipotesis, yang diolah menggunakan perangkat 

lunak SPSS versi 26. 

Hasil penelitian menunjukkan bahwa secara parsial, word of mouth, harga, kualitas 

pelayanan, dan store atmosphere memiliki pengaruh positif dan signifikan terhadap Kepuasan 

Pelanggan di Toko Sempulur Jaya. Selain itu, secara simultan, keempat variabel tersebut juga 

berpengaruh signifikan terhadap Kepuasan Pelanggan di Toko Sempulur Jaya. 

Kata Kunci: Word of Mouth (WOM), Harga, Kualitas Pelayanan, Store Atmosphere, Kepuasan 

Pelanggan. 
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ABSTRACT 

 THE EFFECT OF WORD OF MOUTH, SERVICE QUALITY,  

PRICE AND STORE ASMOPHERE ON CUSTOMER SATISFACTION 

(Customer Case Study at  

Sempulur Jaya Store, Tulang Bawang Tengah District,  

West Tulang Bawang Regency) 

 

I Wayan Amerta Deva 

Universitas Atma Jaya  

Yogyakarta 

 

Consumer purchasing decisions are closely related to marketing communications, one 

of which is word of mouth (WOM). Apart from that, price factors, service quality and store 

atmosphere are also important elements that influence consumer purchasing behavior. This 

research aims to determine the partial or simultaneous influence of word of mouth, price, 

service quality, and store atmosphere on consumer buying interest at the Sepulur Jaya Store. 

This research uses a quantitative approach, with a population of all Sempulur Jaya 

Shop consumers. The sample taken was 104 respondents using the convenience sampling 

method. Data analysis techniques include validity testing, classical assumption testing, 

multiple linear regression analysis, and hypothesis testing, which are processed using SPSS 

version 26 software. 

The research results show that partially, word of mouth, price, service quality, and 

store atmosphere have a positive and significant influence on consumer buying interest at the 

Sepulur Jaya Store. Apart from that, simultaneously these four variables also have a significant 

effect on consumer buying interest at the Sepulur Jaya Store. 

Keywords: Word of Mouth (WOM), Price, Service Quality, Store Atmosphere, Customer 

Satisfaction. 

 

 

 


