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ABSTRAKSI

Juwita (2026). Pengaruh Store Atmosphere dan Customer Experience terhadap
Repurchase Intention melalui Kepuasan Pelanggan pada Gerai Kopi Kenangan di
Banjarmasin. Pembimbing: H. Ikhwan Faisal; Nuril Huda; Rusniati

Penelitian ini bertujuan untuk mengkaji hubungan antara store atmosphere
dan customer experience dengan repurchase intention melalui kepuasan pelanggan
sebagai variabel mediasi pada konsumen gerai Kopi Kenangan di Kota
Banjarmasin. Penelitian ini dilakukan untuk memberikan pemahaman mengenai
bagaimana suasana gerai dan pengalaman pelanggan memengaruhi tingkat
kepuasan yang pada akhirnya berimplikasi terhadap niat pelanggan untuk
melakukan pembelian ulang.

Jenis penelitian ini merupakan penelitian kuantitatif dengan populasi
pelanggan Kopi Kenangan di Kota Banjarmasin. Sampel penelitian berjumlah 119
responden yang dipilih menggunakan teknik purposive sampling. Data
dikumpulkan melalui penyebaran kuesioner menggunakan Google Form dan
dianalisis menggunakan Structural Equation Modeling (SEM) berbasis Partial
Least Squares (PLS) dengan bantuan SmartPLS 4.0.

Hasil penelitian menunjukkan bahwa store atmosphere dan customer
experience berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Selain
itu, store atmosphere, customer experience, dan kepuasan pelanggan juga
berpengaruh positif dan signifikan terhadap repurchase intention. Kepuasan
pelanggan terbukti mampu memediasi pengaruh store atmosphere dan customer
experience terhadap repurchase intention, yang menunjukkan pentingnya suasana
gerail dan pengalaman pelanggan dalam meningkatkan kepuasan pelanggan serta
mendorong pembelian ulang pada gerai Kopi Kenangan di Banjarmasin.

Kata Kunci: Store Atmosphere, Customer Experience, Kepuasan Pelanggan,
Repurchase Intention.
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ABSTRACT

Juwita (2026). The Influence of Store Atmosphere and Customer Experience on
Repurchase Intention through Customer Satisfaction at Kopi Kenangan Outlets in
Banjarmasin. Advisor: H. Ikhwan Faisal; Nuril Huda; Rusniati

This study aims to examine the relationship between store atmosphere and
customer experience with repurchase intention through customer satisfaction as a
mediating variable among consumers at Kopi Kenangan outlets in Banjarmasin
City. This study was conducted to provide an understanding of how store
atmosphere and customer experience influence satisfaction levels, which ultimately
have implications for customer intention to repurchase.

This is a quantitative study with a population consisting of Kopi Kenangan
customers in the city of Banjarmasin. The sample consisted of 119 respondents
selected using purposive sampling. Data were collected through a questionnaire
distributed via Google Forms and analyzed using Partial Least Squares (PLS)-
based Structural Equation Modeling (SEM) with the assistance of SmartPLS 4.0.

The results indicate that store atmosphere and customer experience have a
positive and significant effect on customer satisfaction. Furthermore, store
atmosphere, customer experience, and customer satisfaction also have a positive
and significant effect on repurchase intention. Customer satisfaction was found to
mediate the effects of store atmosphere and customer experience on repurchase
intention, highlighting the importance of store atmosphere and customer experience
in enhancing customer satisfaction and encouraging repeat purchases at Kopi
Kenangan outlets in Banjarmasin.

Keywords: Store Atmosphere, Customer Experience, Customer Satisfaction,
Repurchase Intention.
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