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ABSTRAK 

 

Penelitian ini bertujuan untuk menjelaskan pengaruh experiential marketing dan 

emotional branding terhadap loyalitas pelanggan di Starbucks Coffee Surabaya, 

Teknik pengumpulan penelitian ini menggunakan system wawancara dan 

menghasilkan 240 sampel dengan kriteria penduduk Surabaya yang pernah 

membeli Starbucks Coffee minimal 1kali. Tipe penelitian ini adalah explanatory 

research. Teknik alasis data ini menggunakan SPSS. Hasil Uji Sobel menyatakan 

bahwa pengaruh mediasi atau intervening antara X1 terhadap Y melalui Z, dan 

pengaruh mediasi atau intervening antara X2 terhadap Y melalui Z. 

 

Kata Kunci : Experiential Marketing, Emotional Branding, Loyalitas 

Pelanggan, Kepuasan Konsumen 
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ABSTRACT 

 

This study aims to explain the effect of experiential marketing and emotional 

branding on customer loyalty at Starbucks Coffee Surabaya. This research 

collection technique uses an interview system and produces 240 samples with the 

criteria of Surabaya residents who have bought Starbucks Coffee at least once. This 

type of research is explanatory research. This data analysis technique uses SPSS. 

The results of the Sobel test state that the effect of mediating or intervening between 

X1 on Y through Z, and the effect of mediating or intervening between X2 on Y 

through Z. 

 

Keywords : Experiential Marketing, Emotional Branding, Customer Satisfaction, 

Customer Loyality 
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