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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh customer 

experience, terhadap customer satisfaction, loyalty intention, dan word of 

mouth behaviour pada pelanggan Telkom Speedy di Surabaya. Pada 

penelitian ini yang dipakai adalah penelitian konklusif pada studi 

experimental atau causal research. Teknik pengambilan sampling yang 

digunakan adalah non probability sampling. Jenis metode yang digunakan 

adalah purposive sampling. Sampel yang digunakan berjumlah 200 orang 

konsumen Telkom Speedy di Surabaya. Data dikumpulkan dengan 

menggunakan kuesioner. Teknik analisis yang digunakan adalah structural 

equation model dengan bantuan program LISREL. Hasil analisis ini 

menunjukkan bahwa customer experience memiliki pengaruh yang 

signifikan terhadap loyalty intention, customer satisfaction, dan word-of-

mouth behavior. Selain itu juga penelitian ini menemukan bahwa customer 

satisfaction memiliki pengaruh terhadap loyalty intention dan word-of-

mouth behavior. 

 

Kata Kunci: Customer Experience; Loyalty Intention; Customer 

Satisfaction; Word-Of-Mouth Behavior. 

 



 

ABSTRACT 

 

The research aims to find out the customer experience, the influence 

of customer satisfaction, loyalty, intention, and word of mouth behaviour on 

Telkom Speedy customers in Surabaya. In this study used is the conclusive 

research on the study of experimental or causal research. Retrieval 

technique of sampling used is non probability sampling. The type of method 

used is the purposive sampling. The sample used was 200 people consumers 

Telkom Speedy in Surabaya. Data were collected using a questionnaire. The 

technique used is the analysis of structural equation modeling with LISREL 

program assistance. The results of this analysis indicate that the customer 

experience has a significant influence on loyalty intention, customer 

satisfaction, and word-of-mouth behavior. In addition, this research found 

that customer satisfaction has influence on loyalty intention and word-of-

mouth behavior. 

 

Keyword: Customer Experience; Loyalty Intention; Customer 

Satisfaction; Word-Of-Mouth Behavior. 

 

 

 

 

 

 

 

 

 

 

 

 


