TABLE OF CONTENT

TITTLE
DECLARATION OF AUTHENTICITY OF FINAL PAPER AND UPLOAD
AGREEMENT . e I
APPROVAL PAGE BY FINAL PAPER ADVISOR.......cccccoceiiiiiiiineneieenen, i
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE............. iii
ABSTRAG e, s s 5o e iv
ABSTRAKEREEIRIIIIN ... reereenerereeesen e oA . W e Vv
PRERACE.. e ... eeereeereeeee UG % ... vi
TABLEE:OF GERININENIRS ....................... . S SRRey S, .. .k ... viii
LIGT O G UNISTSEN .............. (S eurrORRRRINT A . .05 7s e - .- Xii
LUSTEOE A ENSEN ................. (S, SRR ... Wil . Xiii
ST OF APPENBIEGESER. ................ . SSSe . S e win. XVi
CHAPTER | INTRODUCTION.......coitiiiiiieieise e 1
1.1 Background Of the StUAY ...........cccooiiiiiiiiiiie e 1
1.2Z8 ProblembLimitation....... S e ... M e die el ... 14
1.3 Problem FOrmulation ...........c.ooooiiiieiie et 15
1.4 Objective’of the ReSEarea.. G,/ . SRR, M. Wm0 e sne s imsa e 15
1.5 Benefit of the-Research ... .. i i i st e 16
1.5. 1 THEOTEtica Benefit ....ommm. om0 et st as Bt e senresne s 16
1.5.2 PractiCal Beietit e e e eaat e s eensneesrnnrnnnenss 17
CHAPTER Il LITERATURE REVIEW AND HYPOTHESIS
DEVELOPMENT ..ottt snne e e nnne s anne e e 18
2.1 LITErature REVIEW .....ccoiiiiieiiiieie ittt 18
2.1.1 Intention t0 REPAIONAGE .....ccuveviriierieeie ettt 18
2.1.2 Customer SatiSTACtION .........cccveviiiiiieecie e 20
2.1.3 Merchandise ValUe ... 21
2.1.4 Internal ShOP ENVIFONMENT ........cciiiiiiiiieiese s 23
2.1.5 Interaction With Staff ..o 24



2.1.6 Merchandise Variety ........ccccveiiiiiii i 26

2.1.7 Presence Interaction Other CUSTOMErS ........ccccvvierveriesieeniese e 27
2.1.8 IN-ShOP EMOLIONS ....oooiviiiiieiie e 29
2.2 PreviouS RESEAICH........cciiii ettt sna e 30
2.3 Hypothesis DeVEIOPMENT...........c.coveiiiiicceee e 36
2.3.1 The Influence of Merchandise Towards Customer Satisfaction.......... 36

2.3.2 The Influence of Internal Shop Environment Towards Customer
SatiSIERMTTR. Tl TR . . . 5 . . ...................... 38

2.3.3 The Influence of Interaction with Staff Towards Customer Satisfaction

.............................................................................................................. 39
2.3.4 The Influence of Merchandise Variety Towards Customer Satisfaction

.............................................................................................................. 41
2.3.5 The Influence of Presence Interaction Other Customers Towards

Customer SAtiISTACTION ........ocveiieiiiie e 42

2.3.6 The Influence of In Shop Emotions Towards Customer Satisfaction..43

2.3.7 The Influence of Customer Satisfaction Towards Repurchase Intention

.............................................................................................................. 44

2.4 Research Model ...t iiieniiiesseesnessessnetonneensneesseeseesdesseesanssnssnassseeses 45
2.5 Framework of ThinkKing........ccooo i 46
CHAPTER 11l RESEARCH METHODOLOGY .......ccocoiiminieieienene e 47
3.1 RessgiehDESIT T s £ o e B ..o 47
3.2 Population—and Sample ......... o e i enasnanstaatlile s e e rerseneseesans 48
3.3 Data Collection Method...........ccciiviiimniiiiii e e 49
3.4 Operational Definition and Variable Measurement..........ccccoccevveeiiveiiine e, 51
3.5 Data Analyzing Method...........cccooiiiiiiiiii e 53
3.5.1  INStrumMent TESHING ...ccveivieiie e 53
3.5.2 Classical ASSUMPLION TEST........ociiiiirieieieiesie e 54
3.5.3 Data ANAIYSIS.....ecveieiiiieeieieese e 57
CHAPTER IV RESEARCH RESULT AND DISCUSSION ........cccceevveeenen. 64
4.1 General VIiew Of K3 MaIT ... 64
4.2 Full Sampling Research ReSUIL.............coiiiiiiiniiieeeee e 65



4.2.1 DeSCriptive STAtiSICS. .....civeiiieiieiie et 65

4211  Respondents CharaCteriStiC .........ccuoererererirenisieieee e 65
4.2.1.2  Overview of ReSPONAENTS .......cceciiiiiiiiii e 65
4.2.1.2.1 Overview of Customers at K3 Mart Merdeka Medan as respondents by
o[- Lo T BTSSR 65
4.2.1.2.2 Overview of Customers at K3 Mart Merdeka Medan as respondents by
FaXo [ TOROUOONT  FOTUOOUOOOI e OPEEOUIPROTTIUUOIT NN 66
4.2.2 Analysis Descriptive Variable...........cccooooiiiiininiceese e 76
4221 Respondent description K3 Mart Merdeka Medan.............ccccocevveenen. 77
4.3 Full Sampling INStrument TeSING .......cocveierierereiiiessiee e 89
4.3.1 Full Sampling Validity TeSt........cccovveiiiiieiieie e 89
4.3.1 Full Sampling Reliability TeSt.......cccoiiiiiiiiiiineeeeeee e 89
4.3.3 Classic ASSUMPLION TESL......ccveveiieiireie e e esie e e se et 91
4.3:3. 18N orialE/RIIESERY. .. ............. SO E ... M.l ... 91
4 313:2 Lincariiiiesiim, .................. (O . I ... B 0 92
4.3.3.3 MUItICOIIINEAITLY TESt .....ovveiiieieiieseeie e 93
4.3.3.4 HeteroscedastiCity TeSt......cuuuumueeiteneeseesereninsensessesesssessesssssessessesses 94
4.3.4 Inferential StatiStICS .......ceoeeiieiiiie i 95
4.3.4.1 Linear REQIESSION ......ccvovviiiiriiiiiiiieieie ettt sttt 95
4.3.4.2 Multiple Linear REgreSSION .......ccocceeiiiiinereiiiiissineessresssessnsesssessssesssens 96
4.3 43\ CoprelatorrCorticTent TR S N . . e 99
4.3.4.4 Determination (R2).... oo iiriioesiistirinimessssssssstessssesssserssssssssane 99
4.3 5 HYPOESIS e S it s ann s st e e sesseesessesssnssnsnnes 100
R T T I e 1) TR 100
4.4 DISCUSSION.....eeitieiieiieiteesteestesteesteeaesseesseeseaseesseeseaseesseesseeneesseesseansessenssenneens 104
CHAPTER \% CONCLUSION, IMPLICATION, AND
RECOMMENDATION ...t 123
5.1 CONCIUSION ..ttt et 123
5.1.1 Conclusion for HYpOthesis...........cociiiieiiiineseieeeeee e 124
5.1.1.1 The Influence of Merchandise Value on Customer Satisfaction ......124



5.1.1.2 The Influence of Internal Shop Environment on Customer Satisfaction

5.1.1.3 The Influence of Interaction with Staff on Customer Satisfaction ...125
5.1.1.4 The Influence of Merchandise variety on Customer Satisfaction ....126
5.1.1.5 The Influence of Presence interaction other customers significantly
influences Customer Satisfaction...........cccccevvvieviveie s 127
5.1.1.6 The Influence of In-Shop Emotions other customers significantly
Influence Customer SatisSfaction ..........ccccveveviiiinie e 128

5.1.1.7 The Influence of Customer satisfaction significantly influences

Intention t0 RePatroNage ..........coovveririeiiiee e 129

5.1.2 Conclusion for Research Problem.........ccccooiiiiiiiiiiiiiis 130

5.2  ReCcOMMENMALION ......c.ecceereeiiiiveiieecririsisneesinssseseesseseessasssseseseessesnnsssesnns 132
5.2.1 Theoretical IMPlICAtION.........c.cciveiiiiiie e 132
5.2.2 Managerial ImpliCation.........ccccooviiieiiiniiiie e 133
5.2.3 Recommendation for Future ReSearch ...........cccocvvrinieinii i 139
REGERERCES.... |y ... [ ... JESCSU . 123

xi



LIST OF FIGURE

Figure 1. 1 K3 Mart LOQO .....ccveiuieieiie et se et 2
Figure 1. 2 K3 Mart Merdeka, Medan for Customer’s Review on Repurchase

LT 010 S 4
Figure 1. 3 Customer Review of Merchandise...........ccocoveveieeniiienieneee e 6
Figure 1. 4 Internal Shop ENVIrONMENT.........cccoiiiiiiiiiee e 7
Figure 1. 5 Interaction with staff on K3 Mart Merdeka........c...ccccoovvvieeviniiiennnnn, 8
Figure 1. 6 Interaction with staff on K3 Mart Merdeka.............cc.covvnininncnnnen. 9
Figure 1. 7 Merchandise Variety at K3 Mart Merdeka..............ccccoovvvviiiiieiiieennn. 10
Figure 1. 8 In-Shop Emotions at K3 Mart Merdeka .............ccooviiiiiiiiicicnennn 12
Figure 2. 1 . Result of Previous Research Model............c..ccccovviiiiiiiiiicciece, 33
Figlire 2:;2 RESEARHMVIGHEINN ................. SO S .1l 45
Figure 2. 3 Framework of ThinKing........ccccoovveiiiiciieiece e 46
Figure 4. 1 Diagram of Respondents by Gender.............ccccoiniiiiiiicicie 66
Figure 4. 2 Diagram of Respondents By Age........cccoveiviievveieseeseere e 67
Figure 4. 3 P-Plot of Normality Test Customers Satisfaction................c.cccccoenee. 91
Figure 4. 4P-Plot of Normality Test Intention To Repatronage............ccccccevveuee. 92
Figure 4. 5 Scatterplot Heteroscedasticity Test Customers Satisfaction................ 94
Figure 4. 6 Scatterplot Heteroscedasticity Test Intention to Repatronage............. 94
Figure 457 \ResearchIOUe s o7 e Mt i . W sy i annntannna sttt s e e e ssenaess 104

xii



LIST OF TABLE

Table 1. 1 Comparison between Market at Medan ............c.ccccoeeiveiieii e 3
Table 1. 2 Sales Data at K3 Mart (2018-2022) .........ccceierenenineiinieieiese e 3
Table 2. 1 Comparison of Previous ReSearch ............ccccevveiieeiieeiiieiie e 31
Table 3. 1 QUESLIONNAITE DESIGN .....cviiviiiiriieiiiiiie et 50
Table 3. 2 Operational Definition and Variable Measurement.............c.ccccccvevveenee. 52
Table 4. 1 Respondents DY GENUEN .........cooveieieieiiieire e 66
Table 4. 2 Respondents DY AQE ....eovviieiieiece e 67
Table 4. 3 Degree of Assessment of Each Variable............cccooviviiiiiniinie. 68
Table 4. 4 Respondents' Responses towards Merchandise ..............cccccveeeevieieenne. 69
Table 4. 5 Respondents' Responses towards Internal Shop Environment ............. 70
Table 4. 6 Respondents' Responses towards Interaction with Staff.................... 71
Table 4. 7 Respondents' Responses towards Merchandise Variety .............c........ 72

Table 4. 8 Respondents' Responses towards Presence Interaction Other Customers

................................................................................................................................ 73
Table 4. 9 Respondents' Responses towards In-Shop Emotions.................ccccueee.. 74
Table 4. 10 Respondents' Responses towards Customers satisfaction................... 75
Table 4. 11 Respondents’ Responses towards Intention To Repatronage.............. 76
Table 4. 12 Distribution of Respondents' Responses on Merchandise .................. 77
Table 4. 13 Distribution of Respondents’ Responses on Internal Shop

ENVIFONMENT ...ttt 78

Table 4. 14 Distribution of Respondents’ Responses on Interaction with Staff.....80
Table 4. 15 Distribution of Respondents' Responses on Merchandise Variety .....81
Table 4. 16 Distribution of Respondents’ Responses on Presence Interaction Other
CUSTOMIBTS. ...ttt ettt b ettt e e st e bt e s rn e et e e e nneenneeenes 83
Table 4. 17Distribution of Respondents' Responses on In-Shop Emotions........... 84

Table 4. 18Distribution of Respondents' Responses on Customers Satisfaction...86

xiii



Table 4. 19Distribution of Respondents' Responses on Intention To Repatronage

................................................................................................................................ 87
Table 4. 20 Full Sampling Validity Test Result on Merchandise..............c.ccccv.. 89
Table 4. 21 Full Sampling Validity Test Result on Internal Shop Environment...89
Table 4. 22 Full Sampling Validity Test Result on Interaction With Staff............ 89
Table 4. 23 Full Sampling Validity Test Result on Merchandise Variety ............. 89
Table 4. 24 Full Sampling Validity Test Result on Presence Interaction Other
Customers...... B e, T S SERR (. o i, S . .................... 89
Table 4. 25 Full Sampling Validity Test Result on In-Shop Emotions ................. 89
Table 4. 26 Full Sampling Validity Test Result on Customer Satisfaction ........... 90
Table 4. 27 Full Sampling Validity Test Result on Intention To Repatronage......90
Table 4. 28 Full Sampling Reliability TeSt ..o, 90
Table 4. 29 KolmOgOroV SMINOV .......ccccveieiieieeie e sie e se e snee s 91
Table 4. 30 Linearity TeSt RESUIT........ccoiieiiiieiieiicie e 92
Table 4. 31 Tolerance Value and VIF ..o 93
Table 4. 32 Spearman Test Correlation.........c.cooveiiiieiiiieneee e 95
Table 4. 33 Simple Regression Testing ReSUlt ..........cccovevviieviieve e, 95
Table 4. 34 Multiple Regression Testing Result............ccoccviieniiii e, 96
Table 4. 35 Coefficient of Determination Output 1 (R?) ...covvveevveeiviieeiicreceevenan 99
Table 4. 36 Coefficient of Determination Output 2 (R?) .....ccccoeveveeevereieeiereinnes 100
Table 4. QOFE L eS-OPUl . b (o W ... 101
Table 4. 38 TFeSEOULRLES.... ..o wmrrrens oAb AR el e eeeenenaarens 102
Table 4. 39 Validity and Mean Rating of Indicators of Merchandise Value at K3
Mart Merdeka Medan...........c.ooiiiiiii i s 117
Table 4. 40 Validity and Mean Rating of Indicators of Interaction with Staff at K3
Mart Merdeka Medan...........c.ooviiiiiiei s 118
Table 4. 41 Validity and Mean Rating of Indicators of Merchandise Variety at K3
Mart Merdeka MEOAN........ccoiiieieie i 119
Table 4. 42 Validity and Mean Rating of Indicators of Customer Satisfaction at
K3 Mart Merdeka IMEdan...........ccoovieiiieiiiieieie et 120

Xiv



Table 4. 43 Validity and Mean Rating of Indicators of Internal Shop Environment

at K3 Mart Merdeka Medan ...........c.coiiieiiie i 122
Table 4. 44 Validity and Mean Rating of Indicators of Presence Interaction Other
Customers at K3 Mart Merdeka Medan...........ccocovviiniiiiiinieceec e 123
Table 4. 45 Validity and Mean Rating of Indicators of In-Shop Emotions at K3
Mart Merdeka Medan............ooveiiieiieieee e 124
Table 5. 1 Theoretical IMpliCatioN ...........c.coviiiiiiiiiece e 132
Table 5. 2 Managerial ImpliCation ..........ccoovviiiiiiii e 137

XV



LIST OF APPENDICES

APPENDIX A QUESTIONNAIRE.......cooiie A-1
APPENDIX B FULL SAMPLING DATA TABULATION........cccccoiniiniinnn. B-1
APPENDIX C FULL SAMPLING QUALITY ANALYSIS USING SPSS 25.00

.............................................................................................................................. C-1
APPENDIX D DATA CALCULATION RESULT USING SPSS 25.00.........D-1
APPENDIX E RESEARCH MODEL TESTING.........ccooiiiiiiiiiieneeeceneene E-1
APPENDIX F HYPOTHESIS ANALYSIS... oo F-1
APPENDIX G TURNITINREPORT........cccoiiiiiiiiiiiiiiiieeee G-1

XVi



	TABLE OF CONTENT
	LIST OF APPENDICES

