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ABSTRAK

Penelitian ini bertujuan untuk menguji apakah experiential marketing
dan service quality dapat mempengaruhi secara langsung variable customer
satisfaction dan customer loyalty. Objek penelitian adalah pelanggan
Carpentier Kitchen Surabaya. Sampel penelitian yang digunakan dalam
penelitian ini sebanyak 150 sampel dengan teknik purposive sampling. Data
yang digunakan adalah data primer yang diperoleh dengan menyebarkan
kuesioner kepada pelanggan Carpentier Kitchen Surabaya. Teknik analisis
data yang digunakan adalah menggunakan SEM dengan software LISREL.

Hasil penelitian menunjukkan bahwa experiential marketing dan
service quality berpengaruh secara langsung terhadap customer satisfaction
yang berarti bahwa dengan memberikan pengalaman yang positif, maka
pelanggan dapat merasa puas, begitu juga dengan pengaruh langsung
experiential marketing terhadap customer loyalty, yang berarti ketika
pelanggan diberikan pengalaman yang berkesan maka pelanggan tersebut
akan loyal. Sedangkan variable service quality tidak berpengaruh terhadap
customer loyalty, yang berarti diperlukan factor — fakor lain ataupun variable
mediasi untuk menghubungkan service quality dengan customer loyalty.

Kata kunci: experiential marketing, service quality, customer satisfaction,

customer loyalty
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THE EFFECT OF EXPERIENTIAL MARKETING AND
SERVICE QUALITY ON CUSTOMER
SATISFACTION AND CUSTOMER
LOYALTY IN CARPENTIER
KITCHEN SURABAYA.

ABSTRACT

This research aims to examine whether experiential marketing and service
quality can directly affect customer satisfaction and customer loyalty variables. The
object of this research is the customers of Carpentier Kitchen Surabaya. The research
sample used in this study were 150 samples with a purposive sampling technique. The
data used are primary data obtained by distributing questionnaires to Carpentier Kitchen
Surabaya customers. The data analysis technique used is using SEM with LISREL
software.

The results showed that experiential marketing and service quality directly
influence customer satisfaction which means that by providing a positive experience,
customers can feel satisfied, as well as the direct influence of experiential marketing on
customer loyalty, which means that when customers are given a memorable experience
then these customers will be loyal. While the relationship between service quality and
customer loyalty has a positive but not significant effect, which means other factors or
mediating variables are needed to connect service quality with customer loyalty.

Keywords : experiential marketing, service quality, customer satisfaction,

customer loyalty.
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