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ABSTRAK

Penelitian ini menguji pengaruh experiential marketing, product quality,
service quality terhadap customer satisfaction dan, customer loyalty pada restoran
Ikan Bakar Cianjur (IBC) di Surabaya. Penelitian ini merupakan penelitian kausal
dengan menggunakan metode survei. Teknik pengambilan sampel dengan
menggunakan sampel acak yaitu non-probability purposive sampling. Sampel
yang diambil sebanyak 150 responden. Sampel dalam penelitian ini merupakan
konsumen restoran Ikan Bakar Cianjur (IBC) di Surabaya yang sudah berumur
diatas 17 tahun dan yang pernah mengunjungi restoran Ikan Bakar Cianjur (IBC)
di Surabaya. Teknik analisis data yang digunakan adalah SEM dengan program
LISREL.

Hasil analisis ini menunjukkan bahwa experiential marketing, product
quality,dan service quality memiliki pengaruh positif dan signifikan terhadap
customer satisfaction dan customer loyalty secara langsung pada Restoran lkan
Bakar Cianjur (IBC) di Surabaya.

Berdasarkan penelitian yang sudah dilakukan, maka peneliti memberikan
saran kepada pihak manajemen Restoran Ikan Bakar Cianjur (IBC) di Surabaya
untuk meningkatkan kualitas pelayanan, kualitas produk, dan mampu
menawarkan pengalaman emosi terhadap konsumen, maka kepuasan pelanggan
akan tercapai dan pelanggan tersebut akan menjadi loyal. Tingkat kepuasan yang
tinggi dari pelanggan akan menghasilkan loyalitas pelanggan terhadap restoran
Ikan Bakar Cianjur (IBC).

Kata Kunci: Experiential Marketing, Product Quality, Service Quality, Customer
Satisfaction, dan Customer Loyalty.
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ABSTRACT

This study examines the influence of experiential marketing, product
quality, service quality on customer satisfaction and customer loyalty at the Ikan
Bakar Cianjur (IBC) restaurant in Surabaya. This research is a causal study using
the survey method. The sampling technique using a random sample is non-
probability purposive sampling. Samples taken were 150 respondents. The sample
in this study was customers of the lkan Bakar Cianjur (IBC) restaurant in
Surabaya who were over 17 years old and who had visited the Ikan Bakar Cianjur
(IBC) restaurant in Surabaya. The data analysis technique used is SEM with the
LISREL program.

The results of this analysis indicate that experiential marketing, product
quality, and service quality have a positive and significant effect on customer
satisfaction, and customer loyalty directly at the lkan Bakar Cianjur (IBC)
Restaurants in Surabaya.

Based on the research that has been done, the researchers gave advice to the
management of the Ikan Bakar Cianjur (IBC) Restaurant in Surabaya to improve
service quality, product quality and be able to offer emotional experiences to
consumers, so customer satisfaction will be achieved and these customers will be
loyal. A high level of satisfaction from customers will result in customer loyalty
towards the lkan Bakar Cianjur (IBC) Restaurant.

Keywords : Experiential Marketing, Product Quality, Service Quality, Customer
Satisfaction, dan Customer Loyalty.
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