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ABSTRAK

Penclitian ini bertujuan untuk mengu)i pengaruh Brand Awereness, Customer
Value, dan Service Quality terhadap Customer Satisfaction di K3mart Cabang
Dharmahusada Surabaya. Latar belakang ini muncul dan meningkatnya persaingan
ritel modem yang menuntut perusahaan memahami faktor-faktor yang mampu
meningkatkan kepuasan pelanggan. Mctode pencliian yang digunakan adalah
kuantitatif desknptif, dengan data pnmer yang dikumpulkan melalui kuesioner
berskala Likert kepada 100 responden yang pernah melakukan pembelian di K3mart.
Analisis data dilakukan melalui uji validitas, uji reliabilitas, uji asumsi klasik, uji
regresi lincar berganda uji t, uji F, dan uji kocfisien determinasi.

Hasil penclitan memperlihatkan bahwa Brand Awereness tidak memberikan
pengaruh signifikan terhadap Customer Satisfaction. Di sisi lain, Customer Value dan
Service Quality ditemukan berpengaruh signifikan terhadap tingkat kepuasan
pelanggan. Secara kescluruhan, ketiga vanabel independen membenkan
pengaruh signifikan terhadap vanabel dependen dengan nilai R? sebesar 0,827, yang
mengindikasikan bahwa 82,7% perubahan pada Customer Satisfaction dijelaskan
oleh ketiga vanabel terscbut. Temuan ini menunjukkan bahwa nilai yang ditenima
pelanggan serta kualitas pelayanan memiliki peran yang lebih dominan
dibandingkan kesadaran merck dalam membentuk kepuasan pelanggan. Kata Kunci:
Brand Awereness, Customer Value, Service Quality, Customer

Satisfaction, K3Mart.
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ABSTRACT

This study aims to examine the influence of Brand Awareness, Customer
Value, and Service Quality on Customer Sansfaction at K3Mart Dharmahusada
Surabaya. The research is grounded in the growing competition within the modern
retail sector, which requires companies to understand the key factors that enhance
customer satisfaction. A quantitative descriptive approach was employed, using
primary data collected through Likert-scale questionnaires distributed to 100
customers who had previously shopped at K3Mart. The data were analyzed using
validity and reliability tests, classical assumption tests, multiple linear regression,
t-tests, F-tests, and the coefficient of determination (R’).

The findings reveal that Brand Awareness does not have a significant effect
on Customer Satisfaction. In contrast, Customer Value and Service Quality show
significant positive effects on Customer Satisfaction. Furthermore, all three
independent variables collectively have a significant impact on the dependent
variable, with an R* value of 0.827, indicating that 82.7% of the variation in
Customer Satisfaction is explained by Brand Awareness, Customer Value, and
Service Quality. These results highlight that customer satisfaction at K3Mart is
more strongly influenced by perceived value and service quality rather than brand
awareness.

Keywords: Brand Awareness, Customer Value, Service Quality, Customer
Satisfaction, K3Mart.
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RINGKASAN

Penclitian im mengkaji bagaimana Brand Awereness, Customer Value, dan
Service Quality memengaruhi Customer Satisfaction pada K3mart Cabang
Dharmahusada, Surabaya. Di mana K3mart yaitu scbuah minimarket modem yang
populer kama konsep yang estetik, produk viral, dan pengalaman belanja yang
nyaman. Penclitian ini dilakukan berdasarkan meningkatnya persaingan di industri
ritel yang menuntut perusahaan untuk memahami faktor-faktor yang mampu
meningkatkan kepuasan pelanggan.

Penelitian dilakukan dengan pendekatan kuantitatif deskriptif, menggunakan
kuesioner berskala Likert yang discbarkan kepada 100 responden yang memenuhi
kritcria penelitian. Data yang tergabung diuji melalui analisis statistik seperti uji
validitas, uji reliabilitas, uji asumsi klasik, uji regresi lincar berganda, uji t, uji F, dan
uji koefisien determinasi.

Hasil pencliian menunjukkan bahwa Brand Awereness tidak terbukti
memberikan pengaruh signifikan terhadap tingkat kepuasan pelanggan. Hal ini
discbabkan karena konsumen cenderung mempertimbangkan aspek-aspek fungsional
dalam berbelanja, schingga kesadaran merck bukan menjadi faktor utama. Kedua,
Customer Value memiliki pengaruh signifikan terhadap Customer Satisfaction, artinya
semakin besar nilai manfaat yang dirasakan pelanggan, semakin tinggi pula tingkat
kepuasannya. Ketiga, Service Quality juga menunjukkan pengaruh signifikan,
menegaskan bahwa pelayanan yang cepat, ramah, dan lingkungan toko yang nyaman
berperan besar dalam meningkatkan kepuasan pelanggan. Sccara bersamaan, ketiga
variabel tersebut terbukti signifikan dengan nilai R? sebesar 0,827, yang menandakan
bahwa 82,7% variasi kepuasan pelanggan dapat dijelaskan olch ketiga vanabel.

X1
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SUMMARY

This study examines how brand awareness, customer value, and service
quality influence customer satisfaction at K3mart, Dharmahusada Branch, Surabaya.
K3mart is a modern minimarket popular for its aesthetic concept, popular products,
and convenient shopping experience. This research was conducted based on
increasing competition in the retail industry, which requires companies to understand
the factors that can increase customer satisfaction.

The study used a descriptive quantitative approach, using a Likert-scale
questionnaire distributed to 100 respondents who met the research criteria. The
collected data were tested through statistical analysis such as validity, reliability,
classical assumption tests, multiple linear regression, t-tests, F-tests, and coefficient
of determination tests.

The results showed that brand awareness did not significantly influence
customer satisfaction. This is because consumers tend to consider functional aspects
when shopping, making brand awareness less of a primary factor. Second, customer
value significantly influences customer satisfaction, meaning that the greater the
perceived benefits, the higher the level of satisfaction. Third, Service Quality also
showed a significant influence, confirming that fast, friendly service, and a
comfortable store environment play a significant role in increasing customer
satisfaction. Together, these three variables proved significant with an R2 value of
0.827, indicating that 82.7% of the variation in customer satisfaction can be explained
by these three variables.
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