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ABSTRAK 

 
Industri ritel modern di Indonesia mengalami persaingan yang semakin ketat seiring 
meningkatnya dominasi minimarket dan e-commerce. Hypermart sebagai salah satu 
pemain utama menghadapi tantangan untuk mempertahankan pelanggan di tengah tren 
belanja yang semakin mengutamakan efisiensi dan kenyamanan. Penelitian ini bertujuan 
untuk menganalisis pengaruh kualitas pelayanan terhadap kepuasan dan loyalitas 
pelanggan dengan brand image sebagai variabel mediasi pada konsumen Hypermart di 
Tangerang Selatan. Penelitian ini menggunakan pendekatan kuantitatif dengan metode 
survei melalui penyebaran kuesioner kepada 185 responden. Teknik analisis data 
dilakukan dengan SEM-PLS menggunakan software SmartPLS. Hasil penelitian 
menunjukkan bahwa kualitas pelayanan berpengaruh positif dan signifikan terhadap 
brand image dan kepuasan pelanggan, namun tidak secara langsung berpengaruh terhadap 
loyalitas. Brand image berpengaruh positif terhadap kepuasan dan loyalitas pelanggan. 
Selain itu, kepuasan pelanggan juga terbukti berpengaruh signifikan terhadap loyalitas 
pelanggan. Temuan ini menekankan pentingnya peningkatan kualitas layanan dan 
penguatan brand image dalam mempertahankan loyalitas pelanggan di sektor ritel 
hypermarket. 
 
Kata kunci: Service Quality, Brand Image, Customer Satisfaction, Customer Loyalty, 
Hypermart.
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ABSTRACT (English) 

 
The modern retail industry in Indonesia is facing increasingly intense competition due to 
the rapid growth of minimarkets and e-commerce platforms. As one of the major players, 
Hypermart is challenged to retain its customers amid the shift towards convenience-
driven shopping behavior. This study aims to analyze the influence of service quality on 
customer satisfaction and loyalty with brand image as a mediating variable among 
Hypermart consumers in South Tangerang. This research uses a quantitative approach 
with survey methods by distributing questionnaires to 185 respondents. Data were 
analyzed using SEM-PLS with the SmartPLS software. The results show that service 
quality has a positive and significant effect on brand image and customer satisfaction, 
but does not directly affect loyalty. Brand image positively influences both customer 
satisfaction and loyalty. Additionally, customer satisfaction significantly contributes to 
customer loyalty. These findings highlight the importance of improving service quality 
and strengthening brand image to retain customer loyalty in the hypermarket retail 
sector. 
 

 
Keywords: Service Quality, Brand Image, Customer Satisfaction, Customer Loyalty, 
Hypermart. 
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