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ABSTRAK 

Industri film masih diminati masyarakat, sehingga bioskop sangat mudah di temui 

terutama untuk yang berada di mal latau pusat perbelanjaan Surabaya.Tujuan 

penelitian ini adalah untuk mengetahui pengaruh Store Atmosphere dan harga 

terhadap Kepuasan dan loyalitas Pelanggan CGV Marvell City Surabaya.Metode 

pengambilan sampel menggunakan purposive sampling dengan jumlah sampel 

sebesar 96 responden yang pernah menonton di CGV Marvell City Surabaya 

sebanyak 2 kali.Pengolahan data menggunakan Program WarpPLS 7.0. 

Bedasarkan hasil penelitian diperoleh hasil sebagai berikut Store Atmosphere 

berpengaruh signifikan terhadap Kepuasan pelanggan dengan nilai p-value <0.01 

dan koefisien jalur 0.309, Store Atmosphere berpengaruh tidak signifikan terhadap 

Loyalitas pelanggan dengan nilai p-value =0.311 dan koefisien jalur 0.050, Harga 

berpengaruh signifikan terhadap Kepuasan pelanggan dengan nilaip-value <0.001 

dan koefisien jalur 0.546, Harga berpengaruh signifikan terhadap Loyalitas 

pelanggan dengan nilai p-value <0.001 dan koefisien jalur 0.31,Kepuasan 

pelanggan berpengaruh signifikan terhadap Loyalitas pelanggan dengan nilai p-

value <0.001 dan koefisien jalur 0.594,Kepuasan pelanggan sebagai variabel 

mediasi sangan berpengaruh antara Store Atmosphere terhadap Loyalitas 

pelanggan dengan nilai p-value 0.004 dan koefisien jalur 0.183.Kepuasan 

pelanggan sebagai variabel mediasi sangan berpengaruh antara Harga terhadap 

Loyalitas pelanggan p-value <0.001 dan koefisien jalur 0.324. 

Kata Kunci: Store atmosphere, Harga, Kepuasan pelanggan, Loyalitas pelanggan 
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ABSTRACT 

 

The film industry still in great demand by the public, so theaters are very easy to 

find, especially for those in malls or shopping centers in Surabaya. The purpose 

of this study was to determine the effect of Store Atmosphere and price on 

Customer Satisfaction and Loyalty of CGV Marvell City Surabaya. The sampling 

method used purposive sampling. with a total sample of 96 respondents who had 

watched CGV Marvell City Surabaya twice. Data processing used the WarpPLS 

7.0 program. 

Based on the research results, the following results showed that Store Atmosphere 

has a significant effect on customer satisfaction with a p-value <0.01 and a path 

coefficient of 0.309, Store Atmosphere has no significant effect on Loyalty. 

customers with p-value = 0.311 and path coefficient of 0.050, Price has a 

significant effect on customer satisfaction with a p-value <0.001 and a path 

coefficient of 0.546, Price has a significant effect on customer loyalty with a p-

value <0.001 and a path coefficient of 0.31, Customer satisfaction has a 

significant effect on customer loyalty with a p-value <0.001 and a path coefficient 

of 0.594, Customer satisfaction as a mediating variable has the greatest influence 

between Store Atmosphere on customer loyalty with a p-value of 0.004 and a path 

coefficient of 0.183. Customer satisfaction as a mediating variable has a 

significant effect between price and customer loyalty p-value <0.001 and a path 

coefficient of 0.324. 
Key word: Store atmosphere, Price, Customer Satisfaction, Customer Loyality 
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