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ABSTRACT

Loly Anggraini. 302.14.11.055. Influence Service Quality and Customer Experience to
Customer Satisfaction at Manifesto Pangklapinang.

This research is based on the phenomenon that shows that service quality and customer
experience to customer satisfaction at Pangkalpinang Manifesto. The purpose of this research is
to analyze and know the study about the influence of service quality and customer experience to
customer satisfaction at Manifesto Pangkalpinang.

This study is a quantitative descriptive research with the number of samples of 170
respondents, the technique of collecting samples using the technique of Accidental sampling. In
this study the independent variables are  service quality and customer experience and the
dependent variable is customer satisfaction. The analysis method uses multiple linear analysis
with t test, and f test and coefficient of determination test (R2).

The result of research on service quality variables (X1) are obtained tcount (8,776) > ttable
(1,9742), customer experience variable (X2) tcount (8,854)> ttable (1,9742). With service
quality (X1) has partial effect on customer satisfaction (Y), and customer experience (X2) has
partial effect on customer satisfaction (Y). The result of f test show that fcount (89,750)>ftable
(3.09), while the significance is 0,000 <0,05, which means service quality and customer
experience simultaneously or simultaneously affect customer satiafaction. Determination (R2)
shows that variable service quality and customer experience affect customer satisfaction which is
0,512 or 51,2%.

Keyword: service quality, customer experience and customer satisfaction.



ABSTRAK

Loly Anggraini. 302 14 11 055. Pengaruh Service Quality dan Customer
Experience terhadap Customer Satisfaction pada Manifesto Pangkalpinang.

Penelitian ini dilatar belakangi fenomena yang menunjukkan bahwa
service quality dan customer experience terhadap customer satisfaction pada
Manifesto Pangkalpinang. Tujuan dari penelitian ini adalah untuk menganalisis
dan mengkaji tentang pengaruh service quality dan customer experience terhadap
customer satisfaction pada Manifesto Pangkalpinang.

Penelitian ini merupakan penelitian deskriptif kuantitatif dengan jumlah
sampel sebanyak 170 responden, teknik pengumpulan sampel menggunakan
teknik Accidental Sampling. Pada penelitian ini variabel bebasnya yaitu service
quality dan customer experience serta variabel terikatnya yaitu customer
satisfaction. Metode analisis menggunakan analisis linear berganda dengan uji t,
dan uji f dan uji koefisien determinasi (R2).

Hasil penelitian pada variabel service quality (X1) diperoleh thitung (8,776)
> ttabel (1,9742), variabel customer experience (X2) thitung (8,854) > ttabel (1,9742).
Dengan demikia service quality (X1) berpengaruh secara parsial terhadap
customer satisfaction (Y), dan customer experience (X2) berpengaruh secara
parsial terhadap customer satisfaction (Y). Hasil uji f menunjukan bahwa fhitung

(89,750) > ftabel (3,09), sedangkan signifikansi adalah 0,000 < 0,05, yang berarti
service quality dan customer experience secara bersama-sama atau simultan
mempengaruhi customer satisfaction. Determinasi (R2) menunjukan bahwa
variabel service quality dan customer experience mempengaruhi customer
satisfaction. sebesar 0,512 atau 51,2%.

Kata kunci : service quality, customer experience dan customer satisfactio.
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