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ABSTRAK

Perkembangan bisnis ritel, khususnya industri fashion saat ini membuat persaingan
semakin ketat, dimana perusahaan atau para pelaku bisnis tidak hanya berfokus kepada kualitas
produk atau jasa yang di tawarkan, tapi juga perlu memberikan pengalaman yang tidak
terlupakan bagi pelanggannya karena hal ini lah yang bisa membuat mereka mempunyai
kedekatan emosional terhadap perusahaan. Konsep pemasaran yang terkait dengan apa yang
dapat memberikan pengalaman unik bagi pelanggan dikenal sebagai experiential marketing.

Konsep ini memberikan pengalaman yang unik, positif, dan berkesan bagi pelanggan.

Penelitian ini dilakukan untuk melihat bagaimana faktor X1 (Store Exterior), X2 (Store
Layout), X3 (Interior Display) terhadap Y (Customer Experience) toko retail Uniglo One
District Puri. Sampel digunakan adalah non-probability sampling dengan mennggunakan
sebanyak 150 responden dan menggunakan Teknik pengujian Uji kelayakan model, Uji

Asumsi Klasik, Analisis Regresi Linear Berganda serta pengujian hipotesis.

Hasil yang didapatkan pada penelitian ini adalah, bahwasan nya terdapat pengaruh
tidak signifikan dan tidak positif pada variabel store exterior terhadap customer experience,
pengaruh tidak signifikan dan tidak positif pada variabel store layout terhadap customer
experience, dan terdapat pengaruh secara signifikan dan positif pada variabel interior display
terhadap customer experience, dan ada juga terdapat pengaruh secara simultan signifikan dan
positif pada variabel Store Exterior, Store Layout, Interior Display terhadap Customer
Experience.

Kata Kunci : Store Exterior, Store Layout, Interior Display, Customer Experience,

Uniglo
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ABSTRACT

The development of the retail business, especially the fashion industry today makes
competition tighter, where companies or business people not only focus on the quality of the
products or services offered, but also need to provide an unforgettable experience for their
customers because this is what can make them have an emotional closeness to the company.
The marketing concept related to what can provide a unique experience for customers is known
as experiential marketing. This concept provides a unique, positive, and memorable experience

for customers.

This study was conducted to see how the factors X1 (Store Exterior), X2 (Store Layout),
X3 (Interior Display) on Y (Customer Experience) retail store Uniglo One District Puri. The
sample used is non-probability sampling using 150 respondents and using testing techniques
Model feasibility test, Classical Assumption Test, Multiple Linear Regression Analysis and

hypothesis testing.

The results obtained in this study are, that there is an insignificant and not positive
effect on the store exterior variable on customer experience, an insignificant and not positive
effect on the store layout variable on customer experience, and there is a significant and
positive effect on the interior display variable on customer experience, and there is also a
simultaneous significant and positive effect on the variables Store Exterior, Store Layout,

Interior Display on Customer Experience.

Keyword : Store Exterior, Store Layout, Interior Display, Customer Experience, Uniglo

Vii



DAFTAR ISI

EXPERIENCE TOKO RETAIL UNIQLO ONE DISTRIC PURI ..ccoiiiiiiiiiiicccccc, i
HALAMAN PERNYATAAN ORISINALITAS ... s i
HALAMAN PENGESAHAN TUGAS AKHIR.....uuuuuuuiiiiiiii s ii
KATA PENGANTAR ..ottt s iii
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI .....uuuuiie s v
FAN I 0 AN PP P PP PP PP PP PP P PP PP PPPPPPPPPPPPPPRS Vi
ABSTRACT .ottt e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e aaaaaaaaaeaens vii
DAFTAR ISI et s viii
DAFTAR GAMBAR ...ttt s Xi
DAFTAR TABEL. ..ttt s Xi
27 Y 2 1
PENDAHULUAN ...ttt s 1

LalLlatarBelakang ..o 1
1.2 RUMUSAN MaSAlah .t e e e e e e s s s s abbraeeeeeeessnannns 7
1.3 TUJUN PENEITIAN «.evtiiiiiiiiiei s 7
1.4 Manfaat PENEILIAN .....uuuiieiiiiiiieee e e e e e s s e e e e e e s e aarreaees 7
i O Y T o} =Y =TT 4 PP PPPP PP 7
1.4.2 Manfaat Praktis......cuuuvieiieiiiiiiiiiieee ettt e e e s s st e e e e e e e s s st baa e e e e e e e s e s aarreeees 8

27 Y 2 9

TINJAUAN PUSTAKA, KERANGKA BERPIKIR DAN HIPOTESIS.....uu s 9
B ) o (I g =] o] TP PPPPTP PP 9
2.1.1 Pengertian StOre EXTOIION cuuuu it e e et e e e e et e e e eeae e e e eaan e e eeaaaes 9
2.1.2 Dimensi dan INdikator StOre EXLEIION......uuuiiiiiii i e e e e e seareees 10
2.1.3 Hubungan Store Exterior Terhadap Customer EXperience ..........ccccceeeeeeeeiiiiiiicecccceeeeee, 11
B (o1 = I I 1Yo 1§ | SN 12
2.2.1 Pengertian Store LAYOUL .......oiieiuieiiiiiie et e et e e e et e e e e e e e e e e e ean e e e eanaeeeeean 12
2.2.2 Dimensi dan Indikator Store Layout...........cccoooeiiiiiiiii 12
2.2.3 Hubungan Store Layout Terhadap Customer EXPerience ........uueeeeeeeeeeeiivneieeeeeeeeeeeieennn 13
DG BV =T Lol D 1Y o] =V PN 14
2.3.1 Pengertian INterior DiSPlay........ucci i iiiieiiiee e e s 14
2.3.2 Dimensi dan Indikator Interior DiSplay........ccoueeiiiieiiiiiei e 14



2.3.3 Hubungan Interior Display Terhadap Customer EXperience .....ccceeeeeeeeeeevveieeeeeeeeeiiinnnnn. 15

2.4 CUSTOMET EXPEIIENCE ...ttt ettt ettt e e e e e et ettt e e e e e e e et eaba e e e eeeeeeeasnaaseeeeeeeensnaas 15
2.4.1 Pengertian CUStOMEr EXPEIIENCE ....coceiiiiiiiiiieee ettt ettt e e ettt s e e e e e eeeeaae e 15
2.4.2 Dimensi dan Indikator Customer EXPerienCe ......cccoeeeviiiiiiiiiii 16
2.5 Penelitian TerdahUlU .......cooiiiiiiiiieieeeee et e e e e e s ree s 17

Pengaruh Store Atmosphere Wakai Terhadap Customer EXPerience ......cccceeeeeeeeeeieeceiieiceeiieieeieeeann 18

Pengaruh store atmosphere terhadap customer experience pada Kopi Eyang Ciumbuleuit di Kota

2= o 11 o = 20
2.6 KErangKa BeIPIKir......uuuueieeieiiietieeeieieeeeeieeeteeeeeeeeeeeeeeeeeeeeeeeeeeseeseeaeeeaeaaesesarssseresssssssessrssnsnnnsrnnnns 20
2.7 Pengembangan HiPOtESIS. . ..uuuuuuuiiiiiiiiteeteiieeeeteetrerereeeereereeeeerreereee—erer———————————————————— 21

27 AN = | OSSP PP UPPRPPPPRPR 22

METODE PENELITIAN ...cettttet ettt ettt sttt e st e e s s e e st e e s sbre e e e samneeeesaamneeeenans 22
3.0 JENIS PENEIITIAN . s e s 22
3.2 LOKAST PENEIITIAN ..eeiiiiiiieeeeee et s e s 22
3.3 Variabel Penelitian ..ccco e e 22
3.4 0perasional Variabel............uuuuueeiiei s 23
3.5 Metode PengumMpPUIan Data .........uuueueeeueii s 26
3.5.1JENIS DAt wuuvviiiiiiiiiiiiiiiii 27

3.5.1.1Data Primer..cccciiiiiiiiiiiiiiiii 27
3.5.1.2 Data SEKUNGEN .....ciiiiiiieieiiiiee ettt ettt et e s et e s s e e s aneeee s 28
3.6 SKala PENGUKUIAN......uuuuieiiiitiiiiet e nan 28
3.7 POPUIAsi Dan SAMPEL......uuuueeiiiiiiiiiii s 28
3.7 L POPUIASI coeeeeeeececee e 28
3.7.28aMPE 29
3.8 TeKNik ANALISIS DAtA ....eeeeeeiiiiieeeiiiee ettt ettt e e st e e s st e e s s ee e e e anreee s 30
= 70 R O 1 1 1) 4 0 0 = o ISP 30
3.8. 1.1 Uji Validitas ceeeeueeeeee ettt ettt ettt st e st e s s e e e e s 31
3.8.1.2 Uji READIIITAS .ttt et 31
3.9.3 Uji ASUMST KIGSTK ..vvvueeeieiiiiiiiiiiiii e nan 32
3.9.3.1 Uji NOrmalitas ...ccceeeeiieeeeeeeeeee 32
3.9.3.2 Uji HeteroskedastiSitas.........ccceeeeeeeieee e 32
3.9.3.3 Uji MUItiKOlIN@Aritas ......cceeeeeeeeeeeeeee e 33
3.10.3 Uji Kelayakan MOel ........ccooereiiiiiiie et e e e e e e e et e e e e e e e e ae it as 33
3.19.3.1 Analisis Regresi Linear BErganda .........ccuuuuieeiiieiiiiiiiiiie et e et e e e e e e e s 33
0 R R U 11 oY) =] 3 34



3113, 1 Uji T (UJi PASTAL) cvrvveeeeeereee e eeeseeeeeseeeeeeeeeeseeeeeseeseesseeeseeseeeseeesessesseeesasseeeeeeesesseeens 34

3.11.3.2 Uji F (Ui SIMUITAN) oottt e e s en s s s neeee 35
3.11.3.3 Koefisien Determinasi (R2) ......cccuuiieiieeiiiiiiiiiee e e e s eecree e e e e e e e eitre e e e e e e e e e snnraeeeeeeeeennnnes 36
BAB [V et e et ettt e et e e e et e ataa e etah e e et e e eaaa e ereraeeearaaans 37
HASIL DAN PEMBAHASAN ...ttt ettt e et s e et ts s e e et s e e eena s e eetaasesesnaseerennnseaesnnnnans 37
4.1 HaSIl PENEIITIAN coiiieeeeeee ettt e et e e e e e e s e e eeeeeeesnaaes 37
4.1.1 Pre-Test KUBSIONEI ......uuiiiiiiiiiiiiiiiiiieee ettt srar e e e s s sanns 37
o B U Y- T L] = Y- PP PPPPPPPRS 37

T e U T AU o1 = 1P PPPPPPPPRE 38
4.1.4 Analisis Karakteristik RESPONEN .......uviiiiiiiiiiiiiiiiiiiietttieeeeeeeeeeeeeeeereeeeereereerererererrrrerrrrarrre 39

BAB V ettt e e s e e e e s e e e s et e e s s nre e e e s ee e e e e nreeeenans 53
KESIMPULAN, KETERBATASAN DAN SARAN ...ttt ettt ettt et e st e s s e s snneee e 53
DL K@SIMPUIGN 1.ttt s 53
5.2 Keterbatasan Dalam Penelitian .......ccooveeeeiiiiiieiiiee e s 54
TR T - | 54
DAFTAR PUSTAKA ...ttt ettt ettt ettt e e sttt e e s st e e s s sttt e s aab b et e s smbe e e e smbeeeesannneeeenans 56
LAMPIRAN ..ttt ettt ettt ettt ettt e s ettt e s s bt e e s sb e et e s e ab et e s san b et e e s aabe et e s sanbeeeesanbeeeesannneeeenans 58
Lo KUBSIONEE toiiiiiiiiiiiiii 58
SEOIE EXTOIION et 59
(oL L I Y Lo U | OO 60
INEEITON DISPIAY .uvvvtrueiiiiiiiiiiitii e anan 60
(G0 o] 0 o 1= gl =4 o 1T =] o Lol OO 61

P =Y oL WU T 1 T L =T3P PPPPPPPPRt 61
3. Tabel Uji REIADIITAS. .. .uuueeeeieiiiiiii e nnn 62
4. Tabel Analisis Karakteristik ReSponden ... 63

= JENIS KBIAMIN 1.ttt e st e e st e e e ee s 63

S S 63

S PEKEIJAAN (o 63

5. Tabel Uji ASUMST KIASTK.......uuuuuueieiiiiiiiii s 64
-Tabel Uji Normalitas ... 64

- Tabel Uji MUltikolin@aritas ... 64

- Tabel Uji Heterokedastisitas.......uuueiiiieiiiiiiiie et e e e e e e e e e e e e e e e eeees 65

6. Tabel Analisis Linear Berganda..........uuiiiiiiiiiiiiiiie et e e e e e e et e e e e e e e e e e s as 65
B 1 17T ] (=] £ 65
QI =T Y= I )R 65



Uji

Y10 a 10 o PR 65

Koefisien Determinasi BErZanda ...... ... . .. e s 66

DAFTAR GAMBAR

GamMbar 2. 1 LOZO UNIGIO c.cciiiiiiiiiiei e ettt s e e e e e e e e e e e e e e ettt e e e e e e e e e e r s 10
DAFTAR TABEL
Tabel 2. 1 Penelitian Terdahulu ........coooiiiii e e e e 17
Tabel 2.2 Kerangka BerpiKir.........uiiiiiiiiiiiiiiiiiiiieeeeeee ettt e e e e e e e e e e aaeaaeees 21
Tabel 3. 1 Operasional Variabel...........uuviiiiiiiiiiiiiiceeeeeeeeee et aaaaaaeeees 23
TaAbEl 4. 1 Uji Validitas...uuvuueiiieeeiiieriiiiesieeeeseeesitiss s e e eeeesessb s st e eseessesaba e s s seessessasbbbnasaesesessrrres 37
Tabel 4. 2 Uji READIIITIAS +vvvvuniiieeeiiieriiiiiiiieeeeeeeeritiss s e eeeeeeesstb s st e eessssssbba e s sseessessasbbbnasseeesessrrres 39
Tabel 4. 3 JeNis KEIAaMIiN......cciiiiiiiiiiiiee ettt ettt e e e et e e e et e e e e e et eaaaaeaaaraaaaraaeees 39
LI o= R U - PP 40
TRl 4. 5 PEKEIJAAN. .. eetttttiiiiieee e ettt it e e e e et ie et e e e e e e ee s bbb st e e e e e s ea bbb e st teeeeeeeab bbb raaeeeeeearrres 40
TaADEl 4. 6 HISTOZIAM 1ievvuriuiiiieeeiieetit i e e e e et a et e e e e e e e e bbb e st e e e e e s sa bbb e s s seeesessabb b e s saeseeeserbres 41
Tabel 4.7 NOIMAl P-PlOTS.....cciiiiiiiiiiiiieiiieeee ettt e e e e et e et e e e e eaaaeaaaaaeaaaaeeeaeeeeaeeeeees 42
Tabel 4. 8 Uji HEterOKEAISITAS. . ...iivvrrrrriiiiieeeiiierttiiieiieeeseeesttb s s seeessssessb st s esssesssbbb s s saeeesesasrres 42
Tabel 4. 9 Uji MUIIKOIN@AITTAS .. ..ivvrriiiiiiiieeiiieitiitiis s e e eeeeeeb bbb is st e e e e s s seab st s e e s s e s asbb s s e eessesasbres 43
Tabel 4. 10 Analisis Regresi LIN@ar BErganda .....uuueiiiieiiiiieriiiiiiiiieeissiriiiiinnsneeesssssssisnnnsessssssssnn 44
Lo T T T A T o Y= B U 1 ORI 48
Tabel 4. 12 Koefisien Determinasi BErganda ......uueiiiiiiiiiieriiiiiiiiieeeesieiiiinnnneeesssssssisnnnnesssssssinn 49

Xi



