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ABSTRAK

Persaingan yang ketat dalam industri kuliner menyebabkan suatu restoran
perlu melakukan usaha pelayanan terbaik kepada konsumennya. Hal ini
menyebabkan restoran-restoran maupun pelaku bisnis kuliner lebih cermat dalam
menerapkan berbagai strategi pemasaran yang sesuai dengan keinginan konsumen
untuk tercapainya kepuasan konsumen

Penelitian ini dilakukan dengan tujuan untuk menguji pengaruh experiential
marketing, product quality, service quality, dan price terhadap customer
satisfaction di Kakkk Ayam Geprek Surabaya. Penelitian ini merupakan
penelitian kausal dengan menggunakan kuisioner sebagai instrumen pengumpulan
data. Teknik pengambilan sampel yang digunakan adalah non probability
sampling dimana semua populasi tidak memiliki peluang yang sama untuk
menjadi responden. Sampel yang digunakan dalam penelitian ini sebanyak 150
responden. Sampel dalam penelitian ini adalah konsumen Kakkk Ayam Geprek
Surabaya yang berumur minimal 17 tahun dan yang pernah mengunjungi outlet
Kakkk Ayam Geprek Surabaya. Teknik analisis data yang digunakan adalah SPSS
versi 23.

Hasil penelitian ini menunjukkan bahwa: experiential marketing, product
quality, service quality, price berpengaruh positif dan signifikan terhadap
customer satisfaction

Kata kunci : Experiential Marketing, Product Quality, Service Quality, Price,
Customer Satisfaction
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THE EFFECT OF EXPERIENTIAL MARKETING, PRODUCT QUALITY,
SERVICE QUALITY AND PRICE AGAINST CUSTOMER
SATISFACTION IN KAKKK AYAM GEPREK SURABAYA

ABSTRACT

Intense competition in the culinary industry causes a restaurant needs to do
the best service effort to its consumers. This causes the restaurants and culinary
businesses to be more careful in implementing various marketing strategies that
are in accordance with the desires of consumers to achieve customer satisfaction

This research was conducted with the aim of testing the effect of experiential
marketing, product quality, service quality, and price on customer satisfaction at
Kakkk Ayam Geprek Surabaya. This research is a causal study using
questionnaires as data collection instruments. The sampling technique used is non
probability sampling where all populations do not have the same opportunity to
become respondents. The sample used in this study were 150 respondents. The
sample in this study were consumers of Kakkk Ayam Geprek Surabaya who were
at least 17 years old and who had visited the outlet of Kakkk Ayam Geprek
Surabaya. The data analysis technique used is SPSS version 23.

The results of this study indicate that: experiential marketing, product quality,
service quality, price have a positive and significant effect on customer
satisfaction

Keywords: Experiential Marketing, Product Quality, Service Quality, Price,
Customer Satisfaction
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