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ABSTRACT

Zenda Damara, 302 13 11 119. The Effect of Experiential Marketing and
Service Quality on Customer Satisfaction and Loyalty at Coffe Shop Tung Tau,
Sungailiat.

This study aimed at finding out how the influence of experiential
marketing and service quality on customer satisfaction and loyalty at Tung Tau
Sungailiat Coffe Shop. In this study, the independent variables were experiential
marketing and service quality, and the dependent variable was customer
satisfaction and loyalty.

The research approach used in this research was the descriptive and
guantitative approach. This research was conducted on 180 customers of Tung
Tau Sungailiat Coffe Shop. The sampling method applied in this research was the
non-probability sampling method which was the accidental sampling method. The
data collection techniques used in this study were interviews, questionnaires, and
observations. The data were tested using path analysis with assistive devices of
AMOS 22 and SPSS 22.

The results of this study indicated that there was positive and
significant influence of experiential marketing on customer satisfaction in
accordance with the results of C.R 15,008>2,0 and the value of P 0,000<0,5;
there was positive and significant effect of experiential marketing on customer
loyalty in accordance with the results of C.R 11,837>2,0 and value of P
0,000<0,5; there was positive and significant effect of service quality on customer
satisfaction in accordance with the results of C.R 13,821>2,0 and the value of P
0,000<0,5; there was positive and significant effect of service quality on customer
loyalty in accordance with the results of C.R 9,736>2,0 and the value of P
0,000<0,5; there was negative effect of customer satisfaction on loyalty in
accordance with the results of C.R -0,158<2,0 and P value 0,874>0,5. Big
influence of experiential marketing and service quality to customer satisfaction
was equal to 81,9% and big influence of experiential marketing and service
quality to customer loyalty was equal to 84,4%.

Keywords : Experiential Marketing, Service Quality, Customer Satisfaction,
Customer Loyalty



ABSTRAK

Zenda Damara, 302 13 11 119. Pengaruh Experiential Marketing dan Service
Quality Terhadap Kepuasan dan Loyalitas Pelanggan pada Warung Kopi
Tung Tau Sungailiat.

Penelitian ini bertujuan untuk mengetahui bagaimana pengaruh
experiential marketing dan service quality terhadap kepuasan dan loyalitas
pelanggan pada Warung Kopi Tung Tau Sungailiat. Dalam penelitian ini, variabel
independen adalah experiential marketing dan service quality, dan variabel
dependen adalah kepuasan dan loyalitas pelanggan.

Pendekatan penelitian dalam penelitian ini menggunakan pendekatan
deskriptif dan kuantitatif. Penelitian ini dilakukan pada 180 orang pelanggan
Warung Kopi Tung Tau Sungailiat. Metode pengambilan sampel yang dilakukan
dalam penelitian ini menggunakan metode non probability sampling yaitu metode
accidental sampling. Teknik pengumpulan data yang digunakan dalam penelitian
ini adalah wawancara, kuesioner, dan observasi. Data diuji menggunakan analisis
jalur (path) dengan alat bantu uji berupa AMOS 22 dan SPSS 22.

Hasil penelitian ini menunjukan bahwa terdapat pengaruh positif dan
signifikan experiential marketing terhadap kepuasan pelanggan sesuai dengan
hasil C.R 15,008 > 2,0 dan nilai P 0,000 < 0,5; terdapat pengaruh positif dan
signifikan experiential marketing terhadap loyalitas pelanggan sesuai dengan hasil
C.R 11,837 > 2,0 dan nilai P 0,000 < 0,5; terdapat pengaruh positif dan signifikan
service quality terhadap kepuasan pelanggan sesuai dengan hasil C.R 13,821 > 2,0
dan nilai P 0,000 < 0,5; terdapat pengaruh positif dan signifikan service quality
terhadap loyalitas pelanggan sesuai dengan hasil C.R 9,736 > 2,0 dan nilai P
0,000 < 0,5; terdapat pengaruh negatif kepuasan pelanggan terhadap loyalitas
pelanggan sesuai dengan hasil C.R -0,158 < 2,0 dan nilai P 0,874 > 0,5. Besar
pengaruh experiential marketing dan service quality terhadap kepuasan pelanggan
sebesar 81,9% dan besar pengaruh experiential marketing dan service quality
terhadap loyalitas pelanggan sebesar 84,4%.

Kata kunci : Experiential Marketing, Service Quality, Kepuasan Pelanggan,
Loyalitas Pelanggan
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