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ABSTRACT 

 
INFLUENCE OF STORE SATISFACTION, MERCHANDISE QUALITY, 

AND SERVICE QUALITY ON STORE LOYALTY 

(Case Study on Terang Bulan Manis Holland and Terang Bulan Manis 93 

Surabaya) 

 

Andika Pramana 

Student of Marketing Management 

STIE Perbanas Surabaya 

Email : andikapramana682@gmail.com 

 

The purpose of this study is to analyze influence of store satisfaction, 

merchandise quality and service quality, partially and simultaneously to store 

loyalty at Terang Bulan Manis Holland and Terang Bulan Manis 93 Surabaya, 

also the differences between store loyalty on both of research object. The sample 

used in this research is 74 people in each research object. Data were analyzed by 

multiple linear regression analysis and independent sample t-test. The test results 

shown that store satisfaction has no significant impact on store loyalty. 

Merchandise quality and service quality has significant impact on store loyalty. 

Store satisfaction, merchandise quality and service quality simultaneously has 

significant impact on store loyalty.While from the different test known there is no 

significant difference between store loyalty at Terang Bulan Manis Holland and 

store loyalty at Terang Bulan Manis 93 Surabaya. This means overall, store 

loyalty at Terang Bulan Manis Holland relatively same as store loyalty at Terang 

Bulan Manis 93 Surabaya. 

 

 

Keywords:  Store Satisfaction, Merchandise Quality, Service Quality, And Store 

Loyalty 
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