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ABSTRACT

This study aimed to determine the effect of ambient condition on customer satisfaction and
customer loyalty of consumers by analyzing consumer perceptions of male and female.
Respondents totaled 140 people, selected by specific criteria using accidental sampling
technique. Data analysis using Structural Equation Modeling with the conclusions:
(1) Consumers male, ambient condition significant positive effect on customer satisfaction.
While the female consumer stated otherwise. (2) Consumers male, ambient condition
significant positive effect on customer loyalty. While the female consumer stated otherwise.
(3) Consumer men, gender moderated the relationship between ambient condition customer
satisfaction and customer loyalty. As for the female consumer, gender does not moderate the
relationship. (4) Both male and female consumers stated that customer satisfaction but no
~ significant positive effect on customer loyaliy. Implications that can be drawn from the

findings: (1) Some things that can be done based on the data analysis of the changes in the
air circulation in the dining room, further promotion and improve the skills and ability of the
waiters in serving the customer ordered.(2) More specific grouping respondents into
consumers at restaurant, is expected to give better results. This is done so that the results of
evaluation of goodness-of-fit criteria received either the error probability>0.05, GFI>0.90;
AGFI>0.90; TLI>0.90; CFI>0.90, which shows the correspondence between hypothesized
models with the available data. (3) Adding indicator variables and other personal elements of
respondents (eg,variety-seeking behavior) that is used in research to improve the
measurement of the construct of observed variables.

Keywords: Ambient Condition, Customer Satisfaction, Customer Loyalty, Gender,
Moderation
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ABSTRAK

Penelitian ini bertujuan untuk mengetshui pengaruh ambient condition terhadap
customer satisfaction dan customer loyalty konsumen dengan menganalisis
presepsi konsumen pria dan wanita. Responden berjumlah 140 orang, dipilih
dengan kriteria tertentu menggunakan teknik accidental sampling. Analisis data
menggunakan Struktural Equation Modeling dengan kesimpulan : (1) Konsumen
pria, ambient condition berpengaruh positif signifikan terhadap customer
satisfaction, Sedangkan konsumen wanita menyatakan sebaliknya. (2) Konsumen
pria, ambient condition berpengaruh positif signifikan terhadap customer loyalty.
Sedangkan konsumen wanita menyatakan sebaliknya. (3) Konsumen pria, gender
memoderasi hubungan antara ambient condition dengan customer satisfaction dan
customer loyalty. Sedangkan bagi konsumen wanita, gender tidak memoderasi
hubungan tersebut. (4) Baik konsumen pria maupun wanita menyatakan bahwa
customer satisfaction berpengaruh positif tetapi tidak signifikan terhadap
customer loyalty. Implikasi yang dapat diambildari hasil penelitian : (1) Beberapa
hal yang dapat dilakukan berdasarkan analisis data yaitu perubahan sirkulasi udara
yang ada di ruangan makan, promosi yang lebih gencar dan meningkatkan
kecakapan serta kemampuan para pelayan dalam menyajikan makanan yang
dipesan konsumen. (2) Pengelompokan lebih spesifik responden yang menjadi
konsumen di rumah makan, diharapkan memberikan hasil penelitian yang lebih
baik. Hal ini dilakukan supaya hasil evaluasi criteria goodness-of fit diterima
secara baik yaitu etror probability>0,05; GF1>0,90; AGFI>0,90; TLI>0,90:
CFI>0,90 yang menunjukkan adanya kesesuaian antara model yang
dihipotesiskan dengan data yang ada. (3) Menambah indikator variabel dan unsur
personal lainnya dari responden (misal : variety-seeking behavior) yang
digunakan dalam penelitian untuk meningkatkan daya ukur terhadap konstruk
variabel yang diamati.

Kata Kunci: Ambient Condition, Customer Satisfaction, Customer Loyally,
. Gender, Moderasi.
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