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ABSTRACT

Loyalty is created based on the experience of consumers buying and consuming products, the factors that influence
the emergence of customer loyalty so that they can By out the right strategy for the survival of the company.
brand image, product variety, and store atmosphere. The purpose of this study was to analyze the effect of brand
image ., product variety, and store atmosphere on customer loyalty.
33

The population of this study are consumers who come to shop at least 2 times .. The sampling technique is purposive
sampling. this method B8k the census method with a total of 102 fashion shop owners. Samples in this study were
102 respondents, with multiple linear on analysis.

The results of this study brand image has a significant positive effect on customer loyalty, product varicty has a
significant positive effect on customer loyalty, store atmosphere has a significant positive effect on customer

loyalty in fashion stores in Bali. i
Keywords: Brand image, Product diversity, Store atmosphere and Customer loyalty .

INTRODUCTION

The growth of the retail business is growing rapidly in Indonesia, especially Bali. Modern retail
prioritizes the concepts of comfort, safety, cleanliness, location, product quality, as well as product
completeness and variety. This concept has had a major influence on the growth and development of
the Indonesian retail industry . especially in Bali. Each company determines the best strategy to win the
competition. Companies can win the competition by taking advantage of opportunities and
implemen@fi} appropriate marketing strategies to dominate the market. Customers are assets that can
determine a company's success in achieving its goals. To maintain business performance, many retailers
try to provide satisfaction to retain their customers (Woen & Santoso, 2021), However, currently
satisfying customers is not enough because customer safffiffaction (Customer Satisfaction) does not
always guarantee that customers will be loyal (Pawarti, et al., 2022). According to Muriza (2021).,
"product diversity is the number of choice items in each product category. Stores with a wide variety of
products can be said to have good depth. According to Kotler and Keller in Jumarodin (2019}, "product
diversity is a collection of all products and goods offered by certain sellers o buyers."




Severa y results state "The Effect of Quality, Price, and Product Diversity on Customer Loyalty”
stating that priiict variety has a positive effect on customer loyalty (Rohmatwati, 2018), Wardhana
(2017) states "that the store atmosphere has a positive effect on customer loyalty. According to Griffin
in Almira (2021) "customer loyalty is a manifestation of the behavior @fecision-making units to make
continuous purchases of the goods/services of a selected company”. According to Kotler and Keller
(2016: 175), "loyalty or fidelity is defined as a deeply held commitment to buy or subscribe to certain
products or services again in the future."

According to Sirgy, et al., (1997) states self-congruity as part of the suilnbiiitygf self-image with the
image of a product or brand. This occurs as an interaction between product or store image and self-
image. The image of conformity affects consumer behavior both directly and indlrecﬂy through the
functional aspects of products, brands. including fashion (Sirgy: 1997). self-congruity is the difference
in value from brand personality and consumer self-image to determine the incompatibility between self-
image and brand personality (Kressmann, et al., 2011). Self-image is used to show the compatibility
between two variables from the suitability of self-image with product image. brand image, or store
image ﬁy. et al.. 1997). Some of the results of studies such as Lusi (2019) state that image and
service have a significant effect on customer loyalty, while product variety L have a significant
effect on customer loyalty. Andjarwati and Cusniartiningsih (2018) state that brand image and bR}
awareness have a positive and significant effect on customer loyalty. Anik and Eka (2018) state that
brand awareness and brand image have a positive and significant effect on customer loyalty.
ME§hasanah (2011:18) states that product diversity greatly influences consumer decisions. Hanura
(2016) states that the s§E§ atmosphere has a positive and significant effect on customer loyalty. Tara
(2018) states that the store atmosphere has a positive effect on customer loyalty. Based on these
phenomena and research gaps. this research has a contribution in increasing customer loyalty to fashion
stores

Research Methodology

This research is clarified with a research model so that it knows the (,’elcnnining variables of fashion
EB¥res in increasing customer loyalty. Based on this framework. it can be seen in more detail regarding

the influence of brand image. product varicty@ld store atmosphere on customer loyalty .50 a conceptual
framework can be made in a schematic way in this study shown in Figure 1.1 below:

Figure 1.1 Research Concept
The Influence of Brand Image. Product Diversity and Store Atmosphere
Against Customer Loyalty

( Brand Image

Customer
loyalty

Source: researcher 2023

The hypothesis ijihis study
HI1: Brand image has a significant positive effect on customer loyalty.




H2: Product diversity has a significant positive effect on customer loyalty
H3: Store Atmosphere Has a significant positive effect on Customer Loyalty

This rescarch was conducted in Bali, where the object of research was the effect of brand image, product
[EB¥iety and store atmosphere on customer loyalty. This research method includes quantitative methods.
The pdfillation in this study are consumers who have come to shop at the Kuta Fashion Store at least 2
times. is part of the number and characteristics possessed by the population (Sugiyono. 2016: 149). The
Empling technique used in this study was purposive sampling. According to Sugiyono (2014: 122)
purposive sampling is a sampling technique for data sources with certain consideration criteria, namely
data sources are considered 1o know best about what is expected, makinfefl} easier for researchers 1o
explore objects or social situations that being rescarcffflj. This method uses a non-probabilistic sampling
method with a total sample of 102 respondents. The analysis technique in this study is a multiple linear
of brand image, product variety and store atmosphere on customer loyalty. Test Instruments in this
study consisted of; The validity test was carried out by testing 30 respondents to the completed
questionnaire and the instrument can be said to be valid if it meets the requirements if the correlation
coefficient = 0.30, as shown in Table 1.1 below

Table 1.1 Validity test

Variable Indicator Person Correlation conclusion
Reputation 0648 @dﬂ

Brand image (X1) Credibility 0520 Valid
Antitude 0601 Valid
Altractiveness 0850 Valid
Wide. 0,767 Valid

:‘xﬂ;ﬂc Diversity Depth 0.746 Valid
Breadth 0651 Valid
Product mix consistency D419 Valid
Eksterior Desain eksternal 0,776 Valid

Store Atmosphere

(X3 Atmosphere/ Ambicnce 0534 Valid
Store Planning. 0,740 Valid
Repeat purchase 0,715 Valid
Brand consuming habits. 0,759 Valid

f::,’:" mer Loyaiey Great passion for the brand. 0,698 Valid
Brand standing. 0,728 Valid
The belief that a particular brand 0559 Valid

is the best brand 0 500 Valid




Reliability test is a tool for measuring questionnaires which are indicators of variables or constructs.
The reliability test is shown in Table 1.2 below

Table 1.2
Reliability Test Results

Variable Mark Cronbach’s Alpha Conslucion
Brand Image 0.646 Reliabel
Product Diversity 0.640 Reliabel
Shop Atmosphere 0.664 Reliabel
Customer loyalty 0.726 Reliabel

0

Characteristics of respondents based on gender dominated by women as many as 68 respondents.
Characteristics of the age level are dominated by 21-30 years old as many as 44 respondents.
Characteristics of education level is dominated by S1 with a total of 54 respondents.

Table 1.3
Brand Image Variable Respondents Responses
Statement Frequency of Respondents’ Averuge ——
No Variable Asawen Amount Criteria
1 2 i 4 5

Re putation 0 2 W 65 15 399 391 Good

Brand Cl'ﬂdih"")'
1 lmage . 00 2 75 & 393 385 Good
X1 Atitude N 1 ans 9 B 397 389 Good
Attractiveness 00 2 6 13 198 390 Good
The overall average of Brand Image variables 189 Good

a

Based on the results of the respondents’ assessment of the product diversity indicator (X2) with an
average score of 3.99, the indicator with the largest value of breadth is that consumers recognize that
the products sold at Fashion Stores in Bali have various types and enter into good intervals as shown in
Table 1.4 following

Table 1.4
Respondenis’ Responses to Product Diversity

Statement Frequency of

No  Variable Respondents’ Answers Amout Avarage Criteria
T L R 5

Wide. 6 1 21 B 35 404 396 Good
2 Product foan 0 6 23 50 23 3% 388 Good
Diversity Breadth ol 1 N s Big 42 404 Good

(X2) Product mix
consistency 0 1 20 61 20 406 308 Good
The overall average of Product Diversity variables 197 Good

Store atmosphere describes the respondents’ assessment of the store atmosphere variable (X3) as shown
inTable 1.5 below




Table 1.5

Respondents Response Store atmosphere

No Variable Statement

Eksterior Desain

3 Store eksternal

(X3) Store Planning

Frequency ol

Respondenis' Answers

| R
0D 6 24

Atmosphere AmmospherelAmbience 0 § 22

¥ Ll

The overll average of the Store Atmosphere variable

4 5
35 Six
61 14
6 1

Customer loyalty in this study is shown in Table 1.6 below

Amoul

Table 1 6. Response Respondents Customer Loyalty

Mo Varable  Statment

Repeat purchase
Brand consuming habits.
Great liking for
Costmer
Loyalty
iY) brand,
Brand standing.

The belief that a cenain
brund is 4 brand

Frequency of Respondems'
Answers

1 2 3 4

0 0 17 o6

0 (1] 23 63

0 0 21 62

1] k] 19 60

] 6 23 52

(1] 1 8 &0

The overall average of the Customer Lovalty variable

ULTS AND DISCUSSION
iple Linear Regression Test Results
Coefficients*
Standurdize
Coeflicients “
Coefficients
Maode B Sud, Ber
1 Error n
1 (Conswnt) 54 391
Brand Imige 287 192 259
Product Diversity 397 076 A3D
Store A37 nel 8BS
Atmaosphere

. Dependent Variable: Costmer Loyalty

19

16

1.926
318

5249
2253

Avarige criteria
kR Good
382 Good
34 Good
3719 Good
Amout i Criteria
410 402 Good
401 393 Good
406 398
Good
403 395 Good
kL) 386 Good
411 403
Good
396 Good
Collinearity
Statistics
Sig.
Talerane VIF
e
D57
D02 K51 1.174
D00 875 1142
02 872 1147




auhiple linear regression analysis was used (o test the effect of brand image. product variety, and store
atmosphere on customer loyalty.

Multiple Linear Regression Equation:

Y=a+pIX1+p2X2+B3X3+e
0.754 +0.287 X1 + 0397 X2 +0.137 X3 + ¢
Effect of brand image (X1) on customer loyalty (Y)

the results of multiple linear regression tests, it was found that the X1 beta value was 0.287
with a significance value of 0.002 <0.05. This shows that the brand image .iable (X1) has a positive
effect on the customer loyalty variable (Y) at the Bali Fashion shop. It is supported by the results of
research conducted by Anik and Eka (Ml‘]d Andjarwati and Cusniartiningsih (2018) which state
that brand image and brand awareness have a positive and significant effect on customer loyalty.

The effect of product diversity on customer loyalty. Bigd on the results of multiple lincar regression
tests, it was found that the X2 beta value was 0.397 with a significance value of 0.000 <0.05. This shows
that the product diversit iable (X2) has a positive effect on the customer loyalty variable (Y) at the
Kuta Bali Fashion shop. Supported by the results of research conducted by Nurhasanah (2010) and Lusi
(2019) which state that product variety éu a positive and significant effect on customer loyalty.

Effect of store atmosphere (X3) on customer loyalty (Y) Based@pn the results of multiple linear
regression tests, it was found that the X3 beta value was 0.137 with a significance value of 0.027 <0.05.
This shows that the store atmus.en: variable (X3) has a positive effect on the customer loyalty variable
(Y) at Fashion Shops in Bali. Supported by the resultgpf research conducted by Hanura (2016) and
Tara (2018) which state that the atmosphere of the store has a positive and significant effect on customer
loyalty.

CONCLUSION

Brand image has a significant positive effect on customgffoyalty at the Bali Fashion Store. The better
the brand image in Fashion Shops in Bali. the higher the customer loyalty

Product diversity has a significant positive effect on customer loyalty. The more variety of products
available at Fashion Shops in Bali with the variety of products being sold, consumers will come to shop
be loyal to Fashion Shops in Bali.

Store atmosphere has a significant positive effect on customer loyalty. It means that the nicer, neater
and more comfortable shop atmosphere at Fashion Bali will make customers happy and loyal to the
Bali Fashion Shop.

ACKNOWLEDGEMENT

Factors that affect customer loyalty are very important to be carried out and maintained so that a
business is able to increase sales value and develop markets by meeting customer expectations. Loyalty
consists of, brand image linkage, product diversity and store atmosphere.

REFERENCES

Andjarwati. Anik Lestari & Eka Chusniartiningsih. 2018. The Effect of Brand Image and Brand Image
on Customer Loyalty of Pucuk Harum Tea in North Surabaya Region. Joumnal of Minds:
Management of Ideas and Inspiration, Vol 5, No 2.pp. 189-202.




Almira, M.D. (2021). Factor Analysis of Product Completeness, Product Quality, Product Image, and
Place on Consumer Loyalty at Aini Fashion Kotapinang Store. Journal of Accounting
Management (JUMSI), 1(3), 449-461.

Eny, Lusi Anggri. 2019. Analysis of the Influence of Image. Services and Product Diversity on
Customer Loyalty According to an Islamic Perspective. Iconomic Journal. Islamic
Bunking Study Program. Faculty of Islamic Economics and Business, State Islamic
University Raden Intan Lampung,

Febrian, R, Hidayati, N., & Mustapita, A. F. (2022), The Influence of Store Atmosphere, Excellent
Service, and Completeness of Products on Consumer Satisfaction (Study on D-ROZZ
Geprek Chicken Food Stalls). E-JRM: Electronic Management Research Joumal, 1 1(04).

Griffin, Jill. 2016. Customer Loyalty: Growing and Maintaining Customer Loyalty, Jakarta: Erlangga

Ghozali. Imam. 2016. Application of Multivariate Analysis with the IBM SPSS Program 23. Semarang:
Diponegoro University Publishing Agency.

Haque, S.M. Shariful, et al. 2018. The Impact of Brand Awareness on Customer Loyalty towards Igloo
Ice Cream: A Study on Dhaka University Students. Zenodo Joumal, Vol 2, No |, pp. 1-
21,

lzzudin, Muhammad et al. 2017. The Effect of Experiential Marketing and Store Atmosphere on
Customer Loyalty (studies on Equal Cafe Dau Malang Customers). Management
Research Scientific Journal: Vol.08 No.05.

Kotler, Philip and Keller, Kevin Lane. 2015. Marketing Management. Translated by Bob Sabran M.M.
Thirteenth Edition. Volume 1. Jakarta: Erlangga

Kotler, Philip.. Keller, Kevin Lane. 2013. Marketing Management. Second Volume Jakarta: Erlangga.
Kotler, Philip & Gary Armstrong. 201 1. Principles Of Marketing. New Jersey: Prentice Hall.

Krisjayanti, Monika & Agus. 2018. The Effect of Store Atmosphere and Service Quality on Customer
Loyalty (Case Study on ICOS Cafe Customers): Jounal of Business Administration,
Vol.7 No.3.

Kurniawan, Bayu Yuapy. 2017. The Influence of Service Quality, Customer Satisfaction and Product
Diversity on Customer Loyalty of the Fifa Sport Convection City of Kediri, Scientific
journals. Faculty of Economics, University of the Archipelago, Association of Teachers
of the Republic of Indonesia. Vol 08, No. 07

Lestari, Devi Ayu. 2016, The Effect of Product Diversity and Service Quality on Indomaret Customer
Loyalty in the Puger District, Jember Regency. Scientific journals. Faculty of
Economics Muhammadiyah Jember. Vol.05 No.02 pp 56-75

Ma'Ruf, Amin. 2014. The Influence of Experiential Marketing and Store Atmosphere on Customer
Loyalty (study on Customers of Equal Cafe Dau Malang). Management Research
Scientific Joumal: Vol .08 No.05

Maghfira, Ella Putri & Farid. 2016. The Effect of Self Congruity on Behavioral Intentions with
Experiential Value as a Mediation Variable in Tourists in Banda Aceh City Tourism
Destinations. Scientific Joumal of Management Economics Students. Vol.I No.l. pp.
37-56.

Muriza, D. T.(2021). The Effect of Product Completeness, Price. Promotion and Customer Satisfaction
on Customer Loyalty at Ramayana Padang. Horizon, 1(2), 294-304,




Nurmilatina, Tara. 2018. The Influence of Location, Service Quality, and Store Atmosphere on
Customer Loyalty at Infinito Culinary Bandung. Scientific articles. Faculty of
Economics and Business, University of Pasundan Bandung. Vol.05. Number |

Permana, M. Yayan Wahyu. 2017. Effect of Product Diversity. Service Quality, and Location on
Customer Loyalty of Berkah Mandiri Swalayan Mojo Kediri. Scientific articles. Faculty
of Economics, Nusantara University PGRI Kediri. . Vol 2, No |, pp. 1-35

Pawarti, G.. Ngamo, N.. & Hadi, §. P. (2022). The Effect of Product Variation on Repeat Purchases
with Consumer Satisfaction as an Intervening Variable (Case Study on Pomo Boyolali
Supermarket Consumers). Journal of Business Administration, 11(1), 1-8.

Ramadhoni, Z. (2021). The Influence of Service Quality, Product Variant, Price, Endorser and Brand
Image on Customer Loyalty of Mojokerto Geprek Bensu Chicken. Journal of
Management Science (Bion). 1(1), 9-20.

Ramdani, E. P., Farida, E.. & Khalikussabir, K. (2022). The Influence of Service Quality. Menu
Variation and Prices on Customer Satisfaction at Equal Cafe. E-JRM: Electronic
Management Research Joumal, 1 1(02),

Rangkuti, Freddy. 201 1. The Influence of Brand Image on Consumer Loyalty of Evalube Lubricating
0il Products in Langsa City. Scientific Anicle Faculty of Economics. Samudra
University Vol 5, No 2.pp. 101-137,

Rohmawati, Zunita. 2018. Effect of Quality, Price, and Product Diversity on Customer Loyalty.
Entrepreneurship Research Journal. Faculty of Economics and Business, University of
Muhammadiyah Gresik. Vol.7,No.l

Sirgy. 1985, Expansion of Self-Concept in the Field of Marketing. Journal of Business Studies, 19 (3).
pp. 1396-1403. ISSN 0854-4530

Solomons. 2014, The Effect of Lifestyle Suitability, Brand Experience on Consumer Loyalty with
Religiosity Moderation in Bank BRI Syariah Internet Banking in the Gerbang kena
susila Region. Anticle STIE Perbanas Surabaya Vol 17. No.05 PP-25-67

Thiodorus, D. (2022). The Effect of Service Quality. Product Variation and Prices on Consumer
Satisfaction in the Online Shop Shopee Application (Case Study of PT. Sinwa Perdana
Muandiri Employees on the Use of the Shopee Application). EMaBi: Economics and
Business Management, 1(2), 110-121,

Woen, N. G., & Santoso, 8. (2021). The Effect of Service Quality, Product Quality, Promotion, and
Normal Prices on Consumer Satisfaction and Loyalty. Maksipreneur Journal:
Management, Cooperatives, and Entrepreneurship, 10(2), 146-163.




BRAND IMAGE LINKAGE, PRODUCT DIVERSITY AND STORE

ATMOSPHERE TO CUSTOMER LOYALTY IN FASHION SHOPS IN

BALI

ORIGINALITY REPORT

29, 266 20« 19

SIMILARITY INDEX INTERNET SOURCES PUBLICATIONS STUDENT PAPERS

PRIMARY SOURCES

.

jurnal.narotama.ac.id

Internet Source

Ay

5

publikasi.dinus.ac.id

Internet Source

2%

i

Submitted to National Chiao-Tung University

Student Paper

1w

S

WWW.IjSrp.org

Internet Source

1w

=

www.researchgate.net

Internet Source

1%

journal.umg.ac.id

Internet Source

1w

&l

Hamka, Abdul Azis Muslimin, Muhammad
Nawir. "Application Of The Inquiry Learning
Model In Solving Social Problems In
Community In Ips Lessons For View Class
Students Of Elementary School”, Jurnal

1w



Pendidikan dan Pengajaran Guru Sekolah
Dasar (|JPPGuseda), 2022

Publication

Submitted to Universitas Sebelas Maret

Student Paper

1w

ejournal.stiepena.ac.id

Internet Source

1w

R S
o

bircu-journal.com

Internet Source

1w

—_—
Pt

www.ajhssr.com

Internet Source

T

= S
N

ijbel.com

Internet Source

1w

)

openjournal.unpam.ac.id

Internet Source

1w

3

jmmu.com

Internet Source

1w

—
N

knepublishing.com

Internet Source

1w

B

journalajeba.com

Internet Source

1w

tly
~J

A S Darmawan, D Anggraeni, | M Tirta. "Fitting
the rice production model using generalized

additive mixed model and generalized
estimating equation with shiny web

1w



application", Journal of Physics: Conference
Series, 2020

Publication

—
(0 0]

Submitted to Universitas Ibn Khaldun

Student Paper

1w

=
\O

Submitted to Universitas Jenderal Soedirman

Student Paper

1w

N
o

Submitted to Universiteit van Amsterdam

Student Paper

1w

1

B

jjmr.net.in

Internet Source

1%

Wilda Niati. "The Influence of Price and Store 1
. e <l %
Atmosphere on Cafe Customer Satisfaction in
Bengkalis (Case Study at Bikin Betah Cafe)",
Inovbiz: Jurnal Inovasi Bisnis Seri Manajemen,
Investasi dan Kewirausahaan, 2021
Publication
repository.unej.ac.id
23 Inteﬂet Soun::y J <1 %
www.ncbi.nlm.nih.gov <1
Internet Source %
m  cxsys.iocspublisher.or
“5 InterﬂztSource p g <1 %
P www.journals.scholarpublishing.org <1 "

Internet Source




. eproceeding.undwi.ac.id
27 IntFe)metSL'Jurce g <1 %
jurnal.umsu.ac.id
JInterﬂetSDlurce <1 %
Saima Usman, Ahmad Jamal, Antesar <1 i
Bushaala, Naushin H Waseem et al.
"Transcriptome analysis reveals vimentin-
induced downregulation of cell-cell
associations augments cancer cell migration",
Research Square Platform LLC, 2022
Publication
jurnal.polibatam.ac.id
'IlntemetSoE)rce <1 %
psasir.upm.edu.my <']
Internet Source %
repository.ub.ac.id
Inteﬁet SOUFCEy <1 %
eprints.ums.ac.id
IntEa)metSomce <1 %
jisrt.com
Internet Source <1 %
Exclude quotes On Exclude matches Off

Exclude bibliography On



