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PENGARUH EXPERIENTIAL MARKETING DAN CUSTOMER 

RELATIONSHIP MANAGEMENT TERHADAP CUSTOMER  

LOYALTY DI PIT-STOP KOPI PPS GRESIK 

 

THE INFLUENCE OF EXPERIENTIAL MARKETING AND CUSTOMER 

RELATIONSHIP MANAGEMENT ON CUSTOMER 

LOYALTY AT PIT-STOP KOPI PPS, GRESIK 

Nabila Nada1, Nuriah Yuliati2*, Dita Atasa 

ABSTRAK 

Penelitian bertujuan untuk menganalisis pengaruh experiential marketing dan 

customer relationship management terhadap customer loyalty di Pit-Stop Kopi 

PPS yang mengindikasikan adanya penurunan pendapatan. Sampel dalam 

penelitian ini adalah customer Pit-Stop Kopi PPS sebanyak 60 responden yang 

melakukan pembelian ulang minimal dua kali dalam watu satu bulan. Data 

statistik akan dianalisis menggunakan SEM-PLS. Hasil penelitian menunjukkan 

bahwa experiential marketing dan customer relationship management mampu 

menjelaskan variabel customer loyalty di Pit-Stop Kopi PPS sebesar 76,9%, 

experiential marketing berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan di Pit-Stop Kopi PPS. Serta customer relationship management 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan di Pit-Stop Kopi 

PPS 

 

Kata kunci: Experiential Marketing, Customer Relationship Management, Customer 

Loyalty 

 

ABSTRACT 

The research aims to analyze the influence of experiential marketing and 

Customer Relationship Management on customer loyalty at Pit-Stop Kopi PPS 

which shows a decrease in income. The sample in this research was 60 PPS Pit-

Stop Coffee customers who made repeat purchases at least twice a month. The 

statistical data will be analyzed by SEM-PLS. The research results show that 

experiential marketing and Customer Relationship Management are able to 

explain the customer loyalty variable at Pit-Stop Kopi PPS by 76.9%, experiential 

marketing has a positive and significant effect on customer loyalty at Pit-Stop 

Kopi PPS. And Customer Relationship Management has a positive and significant 

effect on customer loyalty at Pit-Stop Kopi PPS 

 
Keywords: Experiential Marketing, Customer Relationship Management, Customer 

Loyalty. 
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