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ABSTRAK

Penelitian ini bertujuan untuk meneliti pengaruh experience quality dan
perceived value terhadap customer behavioral intention melalui customer
satisfaction pada pengunjung Suroboyo Carnival Park.

Teknik pengambilan sampel yang digunakan ialah non probability
sampling dengan cara purposive sampling. Sampel yang digunakan sebesar 150
responden yaitu pengunjung Suroboyo Carnival Park. Alat pengumpulan data
yang digunakan adalah kuesioner. Teknik analisis data yang digunakan adalah
Structural Equations Modeling dengan menggunakan program LISREL.

Hasil penelitian ini membuktikan bahwa experience quality berpengaruh
positif dan signifikan terhadap customer satisfaction, perceived value berpengaruh
positif dan signifikan terhadap customer satisfaction, customer satisfaction
berpengaruh positif dan signifikan terhadap customer behavioral intention,
experience quality berpengaruh positif dan signifikan terhadap customer
behavioral intention melalui customer satisfaction, perceived value berpengaruh
positif dan signifikan terhadap customer behavioral intention melalui customer
satisfaction.

Saran praktis bagi variabel experience quality yaitu menonjolkan konsep
taman bermain yang sesuai ciri khas Suroboyo Carnival Park. Bagi variabel
perceived value yaitu melakukan pengecekan secara berkala atas wahana yang
ada. Bagi variabel customer satisfaction yaitumenyediakan fasilitas tempat duduk
dan tempat makan yang memadai. Bagi customer behavioral intention yaitu
memberikan penawaran event-event. Sedangkan untuk saran akademis agar para
peneliti selanjutnya dapat mempertimbangkan variabel-variabel lainnya yang
berhubungan dengan customer behavioral intention serta dapat memperoleh hasil
yang lebih baik.

Kata Kunci: Experience Quality, Perceived Value, Customer Satisfaction,
Customer Behavioral Intention.
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THE EFFECT OF EXPERIENCE QUALITY AND PERCEIVED VALUE
ON CUSTOMER BEHAVIORAL INTENTION THROUGHT
CUSTOMER SATISFACTION ON SUROBOYO
CARNIVAL PARK VISITOR

ABSTRACT

This study aims to examine the effect of experience quality and
perceived value on customer behavioral intention through customer satisfaction on
visitors to Suroboyo Carnival Park.

The sampling technique used is non probability sampling by purposive
sampling. The sample used is 150 respondents, namely visitors to Suroboyo
Carnival Park. The data collection tool used is a questionnaire. The data analysis
technique used is Structural Equations Modeling using the LISREL program.

The results of this study prove that experience quality has a positive and
significant effect on customer satisfaction, perceived value has a positive and
significant effect on customer satisfaction, customer satisfaction has a positive and
significant effect on customer behavioral intention, experience quality has a
positive and significant effect on customer behavioral intention through customer
satisfaction, perceived value has a positive and significant effect on customer
behavioral intention through customer satisfaction.

Practical advice for experience quality variables is to highlight the
concept of a playground that matches the characteristics of Suroboyo Carnival
Park. For perceived value variables, namely checking regularly on existing
vehicles. For the customer satisfaction variable, namely providing adequate
seating and dining facilities. For customer behavioral intention, which is to offer
event offers. While for academic advice, the researchers can then consider other
variables related to customer behavioral intention and can get better results.

Keywords:  Experience Quality, Perceived Value, Customer Satisfaction,
Customer Behavioral Intention.
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