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ABSTRAK

Experiential attitude didefinisikan seperti kecenderungan perilaku
positif atau negatif konsumen dari pengalaman yang dirasakan
yang timbul selama consumption processes. Experiential satisfaction
dalam penelitian ini merupakan konsep yang lebih luas dari kepuasan jasa,
eksplorasi jasa dan pengaruh kepuasan konsumen dalam keadaan tertentu.
Repurchase intention adalah kesediaan konsumen untuk mempertahankan
hubungan transaksi dengan penyedia layanan setelah pengalaman konsumsi.
Recommendation  intention adalah  kesediaan  konsumen  untuk
merekomendasikan pada orang lain untuk berurusan dengan penyedia
layanan setelah pengalaman konsumsi. Penelitian bertujuan untuk
mengetahui pengaruh experiential attitude dan experiential satisfaction
terhadap repurchase intention dan recommendation intention pada jasa
penerbangan Air Asia di Surabaya.

Pada penelitian ini yang dipakai adalah penelitian konklusif pada
studi experimental atau causal research. Teknik pengambilan sampling
yang digunakan adalah non probability sampling. Jenis metode yang
digunakan adalah purposive sampling. Sampel yang digunakan berjumlah
200 orang konsumen Air Asia di Surabaya. Data dikumpulkan dengan
menggunakan kuesioner. Teknik analisis yang digunakan adalah structural
equation model dengan bantuan program LISREL. Hasil analisis ini
menunjukkan bahwa experiential attitude berpengaruh secara langsung
terhadap experiential satisfaction. dan berpengaruh secara tidak langsung
terhadap recommendation intention. Selain itu juga penelitian ini
menemukan bahwa experiential satisfaction berpengaruh langsung terhadap
repurchase intention dan recommendation intention, serta berpengaruh
secara tidak langsung terhadap recommendation intention dengan
repurchase intention sebagai mediator. Pada akhirnya repurchase intention
ditemukan juga memiliki pengaruh terhadap recommendation intention

Kata Kunci: Experiential Attitude; Experiential Satisfaction; Repurchase
Intention; Recommendation Intention.
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ABSTRACT

Experiential attitude is defined as the positive or negative behavioral
tendencies of the consumers of perceived experiences arising during
consumption processes. Experiential satisfaction in this research is the
broader concept of satisfaction services, exploration services and influence
consumer satisfaction in certain circumstances. Repurchase intention is the
willingness of consumers to maintain a relationship of transactions with
service providers after the experience of consumption. Intention is the
willingness of consumer Recommendation to recommend other people to
deal with service providers after the experience of consumption. The
research aims to know the influence of experiential attitude and experiential
satisfaction of repurchase intention and the intention of recommendation on
Air Asia flight service in Surabaya.

In this study used is the conclusive research on the study of
experimental or causal research. Sampling-taking techniques used are non
probability sampling. The type of method used is the purposive sampling.
The sample used was 200 consumers Air Asia in Surabaya. Data were
collected using a questionnaire. The technique used is the analysis of
structural equation modeling with LISREL program assistance. The results
of this analysis indicate that the experiential attitude affect directly to the
experiential satisfaction. and an indirect effect of recommendation intention.
In addition, the study found that the direct effect of experiential satisfaction
repurchase intention and recommendation intention, as well as contributing
indirectly to the intention to repurchase intention recommendation as a
mediator. Eventually repurchase intention was found to also have influence
on the recommendation intention

Keywords:  Experiential  Attitude;  Experiential  Satisfaction;
Repurchase Intention; Recommendation Intention.
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