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ABSTRAK 

FIRDA AYU NAFISAH FEBRIADILA, PENGARUH EXPERIENTIAL 

MARKETING DAN KUALITAS LAYANAN TERHADAP LOYALITAS 

PELANGGAN MELALUI KEPUASAN PELANGGAN SEBAGAI 

VARIABEL INTERVENING ( Studi Kasus Pada Putra Barokah Party Set 

Gresik ) 

Penelitian ini bertujuan untuk mengetahui : (1) pengaruh experiential 

marketing terhadap kepuasan pelanggan Putra Barokah Party Set Gresik, (2) 

pengaruh experiential marketing terhadap loyalitas pelanggan Putra Barokah Party 

Set Gresik, (3) pengaruh kualitas layanan terhadap kepuasan pelanggan Putra 

Barokah Party Set Gresik, (4) pengaruh kualitas layanan terhadap loyalitas 

pelanggan Putra Barokah Party Set Gresik, (5) pengaruh kepuasan pelanggan 

terhadap loyalitas pelanggan Putra Barokah Party Set Gresik, (6) pengaruh 

experiential marketing terhadap loyalitas pelanggan melalui kepuasan pelanggan 

Putra Barokah Party Set Gresik, (7) pengaruh kualitas layanan terhadap loyalitas 

pelanggan melalui kepuasan pelanggan Putra Barokah Party Set Gresik. Data 

dikumpulkan menggunakan teknik kuesioner terhadap 97 sampel dengan teknik 

purposive sampling. 

Data dianalisis menggunakan model Partial Least Square dengan software 

smartPLS 3.0. Hasil penelitian menunjukkan bahwa experiential marketing 

memiliki pengaruh yang positif dan signifikan terhadap kepuasan pelanggan. 

Experiential marketing memiliki pengaruh yang negatif dan signifikan terhadap 

loyalitas pelanggan. Kualitas layanan memiliki pengaruh yang positif dan 

signifikan terhadap kepuasan pelanggan. Kualitas layanan memiliki pengaruh yang 

positif dan signifikan terhadap loyalitas pelanggan. Kepuasan pelanggan memiliki 

pengaruh yang positif dan signifikan terhadap loyalitas pelanggan. Experiential 

marketing  memiliki pengaruh yang positif dan signifikan terhadap loyalitas 

pelanggan melalui kepuasan pelanggan. Kualitas layanan  memiliki pengaruh yang 

positif dan signifikan terhadap loyalitas pelanggan melalui kepuasan pelanggan. 

 

 

Kata Kunci : Experiential Marketing, Kualitas Layanan, Kepuasan Pelanggan, 

Loyalitas Pelanggan 
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ABSTRACT 

FIRDA AYU NAFISAH FEBRIADILA, THE EFFECT OF EXPERIENTIAL 

MARKETING AND SERVICE QUALITY ON CUSTOMER LOYALTY 

THROUGH CUSTOMER SATISFACTION AS INTERVENING 

VARIABLES ( Case Study on Putra Barokah Party Set Gresik ) 

The purpose of this research : (1) the influence of experiential marketing on 

customer satisfaction of Putra Barokah Party Set Gresik, (2) the influence of 

experiential marketing on customer loyalty of Putra Barokah Party Set Gresik, (3) 

the influence of service quality on customer satisfaction of Putra Barokah Party Set 

Gresik, (4) the influence of service quality on the customer loyalty of the Putra 

Barokah Party Set Gresik, (5) the influence of customer satisfaction on the customer 

loyalty of the Putra Barokah Party Set Gresik, (6) the influence of experiential 

marketing on customer loyalty through customer satisfaction of Putra Barokah 

Party Set Gresik, (7) the influence of service quality on customer loyalty through 

customer satisfaction of Putra Barokah Party Set Gresik. Data were collected using 

a questionnaire technique of 97 samples with purposive sampling technique. 

This data were analyzed using a method of Partial Least Square model with 

smartPLS 3.0 software. The results showed that experiential marketing has a 

positive and significant effect on customer satisfaction. Experiential marketing has 

a negative and significant effect on customer loyalty. Service quality has a positive 

and significant effect on customer satisfaction. Service quality has a positive and 

significant effect on customer loyalty. Customer satisfaction has a positive and 

significant effect on customer loyalty. Experiential marketing has a positive and 

significant effect on customer loyalty through customer satisfaction. Service quality 

has a positive and significant effect on customer loyalty through customer 

satisfaction 

 

 

Keywords : Experiential Marketing, Service Quality, Customer Satisfaction, 

Customer Loyalty 




