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EFFECT OF BRAND AWARENESS, BRAND IMAGE, QUALITY
CUSTOMER SERVICE AND SATISFACTION ON
PURCHASE INTENTION OF MATAHARI
DEPARTMENT STORE
IN SURABAYA

Siti Marisa Utami
STIE Perbanas Surabaya
2015210347 @students.perbanas.ac.id

ABSTRACT

This study aims to determine the effect of brand awareness, brand image,
service quality and customer satisfaction on buying intentions at Matahari
department store in Surabaya. The sampling technique in research uses non
probably sampling. The data collection technique in this study uses a
questionnaire addressed to 130 respondents who are prospective buyers at
Matahari department store in Surabaya. The data analysis technique in this study
used descriptive analysis, classical assumption test, and multiple linear
regression analysis using SPSS-20.0. The independent variables in this study are
brand awareness, brand image, service quality and customer satisfaction with the
dependent variable, namely purchase intention. The results of this study indicate
that brand awareness, brand image, service quality and customer satisfaction
simultaneously have a significant positive effect on purchase intention at
Matahari department store in Surabaya.

Keywords: Brand Awareness, Brand Image, Service Quality, Customer
Satisfaction, Purchase Intention
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ABSTRAK

Penelitian 'ini bertujuan mengetahui pengaruh kesadaran merek, citra
merek, kualitas layanan dan kepuasan pelanggan terhadap niat beli di-Matahari
department store di Surabaya. Teknik sampling dalam penelitian menggunakan
non probably sampling. Teknik pengumpulan data dalam penelitian menggunakan
ini menggunakan kuisioner yang di tujukan kepada 130 responden calon pembeli
di Matahari department store di Surabaya. Teknik analisis data dalam penelitian
ini menggunakan analisis deskriptif, uji asumsi klasik, dan analisis regresi linier
berganda menggunakan SPSS 20.0. Variabel independen pada penelitian ini yaitu
kesadaran merek, citra merek, kualitas layanan dan kepuasan pelanggan dengan
variabel dependen yaitu niat beli.-Hasil dari penelitian ini menunjukkan bahwa
kesadaran merek, citra merek, kualitas layanan dan kepuasan pelanggan secara
simultan berpengaruh signifikan positif terhadap niat beli di Matahari department
store di Surabaya.

Kata kunci : Kesadaran Merek, Citra Merek, Kualitas Layanan, Kepuasan
Pelanggan, Niat Beli
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