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PENGARUH ANTARA EXPERIENTIAL MARKETING DAN 

SERVICE QUALITY TERHADAP CUSTOMER SATISFACTION  

DAN CUSTOMER LOYALTY KAFE  

EXCELSO DI SURABAYA 

 

ABSTRAK 

 

 Di era modern ini, banyak pebisnis di Indonesia sudah 

menggunakan pendekatan Experiential Marketing karena pendekatan 

pemasaran ini dapat memberikan pengalaman dan kesan terhadap produk 

maupun jasa pada Kafe Excelso di Surabaya. Penelitian ini bertujuan untuk 

mengetahui pengaruh antara Experiential Marketing dan Service Quality 

terhadap Customer Satisfaction dan Customer Loyalty Kafe Excelso di 

Surabaya.  
 Penelitian ini menggunakan penelitian kausal. Teknik 

pengambilan sampel menggunakan non probability sampling dengan cara 

purposive sampling. Sampel yang digunakan sebesar 150 responden 

pelanggan Kafe Excelso di Surabaya. Alat pengumpulan data yang 

digunakan adalah kuesioner. Teknik analisis data yang digunakan adalah 

Structural Equation Model dengan menggunakan program LISREL. Hasil 

penelitian ini menghasilkan penemuan bahwa Experiential Marketing 

berpengaruh positif signifikan terhadap Customer Satisfaction, Service 

Quality berpengaruh positif signifikan terhadap Customer Satisfaction, 

Customer Satisfaction berpengaruh positif signifikan terhadap Customer 

Loyalty, Experiential Marketing berpengaruh positif signifikan terhadap 

Customer Loyalty, Service Quality berpengaruh positif signifikan terhadap 
Customer Loyalty. 

 

 

Kata Kunci: Experiential Marketing; Service Quality; Customer 

Satisfaction; Customer Loyalty. 
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THE EFFECT OF THE EXPERIENTIAL MARKETING AND 

SERVICE QUALITY ON CUSTOMER SATISFACTION  

AND CUSTOMER LOYALTY EXCELSO  

CAFE IN SURABAYA 

 

ABSTRACT 

 

In this modern era, many businessman in Indonesia are already 

using Experiential Marketing approach because this marketing approach can 

provide the experience and impression of the products and services on 

Excelso cafe in Surabaya. This study aimed to determine the effect of 

Experiential Marketing and Service Quality on Customer Satisfaction and 

Customer Loyalty in Surabaya Excelso cafe. In this study using causal 

research. The sampling technique using non probability sampling and 
purposive sampling. The sample used for the 150 respondents Excelso cafe 

customers in Surabaya. Data collection tool was a questionnaire. The data 

analysis technique used is Structural Equation Model using LISREL 

program. The results of this study led to the discovery that the Experiential 

Marketing significant positive effect on Customer Satisfaction, Service 

Quality significant positive effect on Customer Satisfaction, Customer 

Satisfaction significant positive effect on customer loyalty, Experiential 

Marketing significant positive effect on customer loyalty, Service Quality 

significant positive effect on customer loyalty. 

 

 

Keywords: Experiential Marketing; Service Quality; Customer 

Satisfaction; Customer Loyalty. 


