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ABSTRAK

Tren makan di restoran mulai menjadi bagian dari aktivitas sosial dimana
seseorang datang bersama teman, rekan bisnis atau keluarga tidak hanya untuk
makan dan minum saja tetapi juga bersosialisasi. Hal ini didukung dengan
semakin banyak restoran baru yang bermunculan di Surabaya. Banyaknya pesaing
yang menjual produk yang sama menjadi tantangan tersendiri bagi Pasarame
Pakuwon Mall Surabaya. Penelitian ini bertujuan menganalisis pengaruh
Experiential Marketing terhadap Word Of Mouth melalui Customer Satisfaction
pada pelanggan Pasarame Pakuwon Mall Surabaya.

Penelitian ini merupakan penelitian kausal. Teknik pengambilan sampel yang
digunakan adalah non probability sampling dengan cara purposive sampling.
Sampel yang digunakan dalam penelitian ini sebesar 150 responden. Karakterstik
responden dalam penelitian ini adalah responden yang berusia minimum 18 tahun,
pernah makan dan minum di Pasarame Pakuwon Mall Surabaya minimum 2 kali
dalam 1 tahun terakhir dan berdomisili di Surabaya. Data dikumpulkan
menggunakan kuesioner. Teknik analisis data yang digunakan adalah analisis
SEM dengan program LISREL.

Hasil penelitian membuktikan bahwa Experiential Marketing memiliki
pengaruh yang signifikan terhadap Customer Satisfaction; Experiential Marketing
memiliki pengaruh signifikan terhadap Word of Mouth; Customer Satisfaction
memiliki pengaruh signifikan terhadap Word of Mouth; dan Experiential
Marketing memiliki pengaruh yang signifikan terhadap Word of Mouth melalui
Customer Satisfaction.

Kata Kunci: Experiential Marketing, Customer Satisfaction dan Word Of Mouth
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THE EFFECT OF EXPERIENTIAL MARKETING ON CUSTOMER
SATISFACTION AND WORD OF MOUTH IN PASARAME
PAKUWON MALL CUSTOMERS IN SURABAYA

ABSTRACT

The eating trend in restaurants is starting to become part of social activities
where someone comes with friends, business associates or family not only to eat
and drink but also to socialize. This is supported by more and more new
restaurants popping up in Surabaya. The number of competitors who sell the same
product is a challenge for Pasarame Pakuwon Mall Surabaya. This study aims to
analyze the effect of Experiential Marketing on Word Of Mouth through
Customer Satisfaction on Pasarame Pakuwon Mall Surabaya customers.

This research is a causal study. The sampling technique used is non
probability sampling by means of purposive sampling. The sample used in this
study was 150 respondents. Characteristics of respondents in this study were
respondents who were at least 18 years old, had eaten and drank at Pasarame
Pakuwon Mall Surabaya a minimum of 2 times in the last 1 year and residing in
Surabaya. Data was collected using a questionnaire. The data analysis technique
used is SEM analysis with the LISREL program.

The results of the study prove that Experiential Marketing has a significant
influence on Customer Satisfaction; Experiential Marketing has a significant
influence on Word of Mouth; Customer Satisfaction has a significant influence on
Word of Mouth; and Experiential Marketing has a significant influence on Word
of Mouth through Customer Satisfaction.others.

Keywords: Experiential Marketing, Customer Satisfaction and Word of Mouth
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