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Pengaruh Experiantial Marketing dan Service Quality Terhadap
Customer Loyalty Melalui Customer Satisfaction Pada Depot Anda
Di Mojokerto

ABSTRAK

Tujuan penelitian ini adalah mengetahui pengaruh Experiantial Marketing
dan Service Quality terhadap Customer Loyalty dengan mediator Customer
satisfaction pada DEPOT ANDA kota Mojokerto. Jumlah sampel dalam
penelitian ini adalah 150 sampel. Teknik analisa data yang digunakan
adalah Structural Equation Model (SEM).

Hasil penelitian ini menunjukkan bahwa Expriential Marketing
berpengaruh negative terhadap Customer Satisfaction, Service Quality
berpengaruh positif terhadap Customer Satisfaction, Customer satisfaction
terhadap customer loyalty dimediasi secara positif oleh customers
satisfaction, experiantial Marketing terhadap loyalty dimediasi secara
negative oleh Customer Satisfaction, Service Quality terhadap Customer
Loyalty dimediasi secara positif oleh Customer Satisfaction.

Kata Kunci: Experintial Marketing, Service Quality, Customers loyalty,
Customer Satisfaction
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Influence of Experiental Marketing and Service Quality to Customer
Loyalty by Customer Satisfaction to Depot Anda
In Mojokerto

ABSTRACT

The purpose of this study was to determine the influence Expriential
Marketing and Service Quality to Customers Loyalty through Cuctomers
Satisfaction at Depot Mojokerto. The number of samples in this study were
150 samples. The data analysis technique used is Structural Equation
Modeling (SEM).

The results of this study indicate that the Experiential Marketing negative
effect on Customer Satisfaction, Service Quality positive influence on
Customer Satisfaction. While Customer Satisfaction positively mediate the
effect of Service Quality on Customer Loyalty and mediate the negative
influence of Experiential Marketing on Customer Loyalty.

Keywords: Experintial Marketing, Service Quality, Customers Loyalty,
Customer Satisfaction
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