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ABSTRAK 

 
Selain mempertahankan kepuasan pelanggan masalah penting dalam 

mengelola toko, peritel harus mampu menawarkan kepada konsumen 
kesempatan untuk mengunjungi satu toko ritel di satu tempat dan 
melakukan pembelian pada barang dan jasa yang ada. Penelitian ini 
bertujuan untuk meneliti pengaruh kualitas layanan, store assortment, 
kepercayaan, komitmen dan store environment terhadap kepuasan 
pelanggan dan repatronage intention Hypermart City of Tomorrow 
Surabaya. 

Sampel yang digunakan berjumlah 200 orang konsumen Hypermart 
City of Tomorrow Surabaya. Data dikumpulkan dengan menggunakan 
kuesioner. Teknik analisis yang digunakan adalah structural equation. 
model Hasil analisis ini menunjukkan bahwa kualitas layanan, store 
assortment, kepercayaan, komitmen dan store environment ditemukan 
berpengaruh positif terhadap kepuasan pelanggan. Selain itu kepuasan 
pelanggan ditemukan berpengaruh positif dan signifikan terhadap 
repatronage intention. 

 
Kata Kunci: Kualitas Layanan; Store Assortment; Kepercayaan; 
Komitmen; Store Environment; Repatronage Intention 
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ABSTRACT 

In addition to maintaining customer satisfaction issues are 
important in managing the store, retailers must be able to offer consumers 
the opportunity to visit a retail store in one place and making purchases on 
goods and services. This research aims to examine the influence of the 
quality of service, store assortment, trust, commitment and store 
environment towards customer satisfaction and repatronage intention 
Hypermart Surabaya City of Tomorrow. 

The sample used amounted to 200 people consumers Hypermart 
Surabaya City of Tomorrow. Data were collected using a questionnaire. 
Analytical techniques used are structural equation. model analysis results 
showed that the quality of service, store assortment, trust, commitment and 
store environment found a positive effect towards customer satisfaction. In 
addition customer satisfaction found positive and significant effect against 
the repatronage intention. 
 
Keywords: Quality Of Service; Store Assortment; Trust; Commitment; 
Store Environment; Repatronage Intention 

 


