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ABSTRAK 

 

 
Penelitian ini bertujuan untuk menguji dan menganalisis faktor-

faktor yang mempengaruhi customer loyalty melalui customer 

satisfaction pada dealer Mitsubishi PT. Sun Star Motor di Surabaya 

sampel yang digunakan dalam penelitian adalah 150 pengguna 

mobil Mitsubishi di Surabaya. Pengujian hipotesis dilakukan 

menggunakan analisis Structural Equation Modeling (SEM) untuk 

melihat pengaruh variabel service quality, experiential marketing, 

dan product quality terhadap customer loyalty melalui customer 

satisfaction. Hasil penelitian menunjukkan bahwa service quality, 

experiential marketing, dan product quality memiliki pengaruh 

signifikan terhadap customer loyalty melalui customer satisfaction 

pada dealer Mitsubishi PT. Sun Star Motor di Surabaya. Dengan 

hasil penelitian yang ada pihak manajemen PT. Sun Star Motor di 

Surabaya disarankan untuk lebih lagi meningkatkan  kualitas 

pelayanan, memberikan pengalaman berkesan kepada konsumen, 

dan terus menjaga kualitas produk. 

 

 
Kata Kunci: service quality, experiential marketing, product quality, 

customer loyalty, customer satisfaction.
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ABSTRAC 

 

 

This study aims to examine and analyze the factors that influence 

customer loyalty through customer satisfaction at a Mitsubishi dealer 

PT. Sun Star Motor in Surabaya the sample used in the study was 150 

users of Mitsubishi cars in Surabaya. Hypothesis testing is done using 

Structural Equation Modeling (SEM) analysis to see the effect of 

service quality, experiential marketing, and product quality variables 

on customer loyalty through customer satisfaction. The results showed 

that service quality, experiential marketing, and product quality had a 

significant influence on customer loyalty through customer 

satisfaction at a Mitsubishi dealer PT. Sun Star Motor in Surabaya. 

With the results of existing research the management of PT. Sun Star 

Motor in Surabaya is recommended to further improve service quality, 

provide memorable experiences to consumers, and continue to 

maintain product quality. 

 

 

Keywords: service quality, experiential marketing, product quality, 

customer loyalty, customer satisfaction. 
 


