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ABSTRAK 
 

Perkembangan era digital saat ini menyebabkan banyak budaya baru yang 

masuk ke Indonesia salah satunya dalam mengkonsumsi kopi.  Kopi merupakan 

salah satu hasil tanaman perkebunan yang telah lama dibudidayakan dan memiliki 

nilai ekonomis yang cukup tinggi. Adanya tren dalam mengkonsumsi kopi yang 

tinggi di Jember membuat peneliti tertarik melakukan penelitian yang bertujuan 

untuk mengetahui Pengaruh Experiental Marketing dan Brand Image Terhadap 

Kepuasan Pelanggan dan Loyalitas Pelanggan (Studi Kasus Pada Pelanggan 

Kedai Sini Kopi di Kota Jember). 

Penelitian dilakukan dengan menggunakan  pendekatan kuantitatif. Data 

yang telah diperoleh akan dianalisis dengan menggunakan teknik analisis SEM 

PLS (Structural Equation Modeling Partial Least Square) dengan menggunakan 

software SmartPLS 3.0. Teknik pengambilan sampel menggunakan metode non- 

probability sampling. Sampel yang digunakan dalam penelitian ini sejumlah 154 

responden. 

Berdasarkan hasil penelitian, peneliti menemukan bahwa Experiental 

Marketing berpengaruh positif dan signifikan terhadap Kepuasan Pelanggan, 

Brand Image berpengaruh positif dan signifikan terhadap Kepuasan Pelanggan, 

Experiental Marketing berpengaruh positif dan signifikan terhadap Loyalitas 

Pelanggan, Brand Image berpengaruh positif dan signifikan terhadap Loyalitas 

Pelanggan, Experiental Marketing berpengaruh positif dan signifikan terhadap 

Loyalitas Pelanggan melalui Kepuasan Pelanggan, dan Brand Image berpengaruh 

positif dan signifikan terhadap Loyalitas Pelanggan melalui Kepuasan Pelanggan.  

 

 

Kata Kunci: Experiental Marketing, Brand Image, Kepuasan Pelanggan, 

Loyalitas Pelanggan 
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The Influence of Experiental Marketing and Brand Image on 

Customer Satisfaction and Customer Loyalty (Case Study on 

Customers of Kedai Sini Kopi in Jember City)  

 

ABSTRACT 
 

The development of the current digital era has caused many new cultures 

to enter Indonesia, one of which is consuming coffee. Coffee is one of the 

plantation crops that has long been cultivated and has a fairly high economic 

value. The existence of a trend in high coffee consumption in Jember makes 

researchers interested in conducting research that aims to determine the Effect of 

Experiental Marketing and Brand Image on Customer Satisfaction and Customer 

Loyalty (Case Study on Customers of Kedai Sini Kopi in Jember City).  

The research was conducted using a quantitative approach. The data that 

has been obtained will be analyzed using the SEM PLS (Structural Equation 

Modeling Partial Least Square) analysis technique using SmartPLS 3.0 software. 

The sampling technique used non-probability sampling method. The sample used 

in this study amounted to 154 respondents. 

Based on the results of the study, the researcher found that Experiental 

Marketing had a positive and significant effect on Customer Satisfaction, Brand 

Image had a positive and significant effect on Customer Satisfaction, Experiental 

Marketing had a positive and significant effect on Customer Loyalty, Brand 

Image had a positive and significant effect on Customer Loyalty, Experiental 

Marketing had a positive and significant effect on Customer Loyalty through 

Customer Satisfaction, and Brand Image has a positive and significant effect on 

Customer Loyalty through Customer Satisfaction.  

 

Keywords : Experiental Marketing, Brand Image, Customer Satisfaction, 

Customer Loyalty  


