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ABSTRAK 

Pertumbuhan kafe, restoran, dan rumah makan di Surabaya semakin 

meningkat menyebabkan persaingan kuliner bertambah ketat. Tingkat persaingan 

yang sangat tinggi membuat setiap kafe berlomba-lomba memiliki ciri khas atau 

keunikan agar dikunjungi pelanggan, dengan menawarkan pengalaman, kualitas 

produk maupun jasa, setiap kafe, restoran dan rumah makan berusaha membuat 

pelanggan mencapai tingkat kepuasan tertentu yang akan berdampak pada 

pembelian berulang.  

Penelitian ini bertujuan untuk menganalisis pengaruh experiential 

marketing dan service quality terhadap repurchase intention, baik secara langsung 

maupun melalui customer satisfaction. Pada restoran OJJU Tunjungan Plaza di 

Surabaya. Objek penelitian adalah pelanggan restoran OJJU Tunjungan Plaza di 

Surabaya. Sampel penelitian yang digunakan dalam penelitian ini sebanyak 175 

sampel dengan teknik purposive sampling. Data yang digunakan adalah data primer 

yang diperoleh dengan menyebarkan kuesioner kepada pelanggan restoran OJJU 

Tunjungan Plaza di Surabaya melalui google form. Teknik analisis data yang 

digunakan adalah menggunakan SEM dengan software LISREL.  

Hasil penelitian menunjukkan bahwa experiential marketing dan service 

quality berpengaruh secara positif dan signifikan terhadap customer satisfaction 

yang berarti dengan memberikan berbagai pengalaman dan pelayanan yang positif, 

maka pelanggan dapat merasa puas. Experiential marketing berpengaruh positif dan 

signifikan terhadap repurchase intention, namun service quality tidak memiliki 

pengaruh yang berarti terhadap repurchase intention secara langsung, melainkan 

harus melalui customer satisfaction. Hal ini dapat dilihat customer satisfaction 

berhasil memoderasi hubungan antara experiential marketing dan service quality 

terhadap repurchase intention, hal ini menunjukkan bahwa pelanggan harus 

dipuaskan terlebih dahulu agar dapat tercipta pembelian berulang terhadap 

perusahaan. 

 

Kata Kunci: Experiential Marketing, Service Quality, Customer Satisfaction,  

Repurchase Intention 
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THE IMPACT OF EXPERIENTIAL MARKETING AND SERVICE 

QUALITY TOWARD REPURCHASE INTENTION THROUGH 

CUSTOMER SATISFACTION AT RESTORAN OJJU  

TUNJUNGAN PLAZA IN SURABAYA 

 

ABSTRACT 

 

 

Café, restaurant, and bistro are growing rapidly, especially in Surabaya, as 

results the competition is getting more intense and challenging. The very high level 

of competition makes each cafe vying to have the characteristics or uniqueness to 

be visited by customers, by offering experience, quality products and services, each 

cafe tries to make customers reach a certain level of satisfaction that will have an 

impact on repurchase intention. 

This study aims to analyze the effect of experietial marketing and service 

quality on repurchase intention, and also the indirect effect through customer 

satisfaction. The object of this research is the customers of restoran OJJU 

Tunjungan Plaza di Surabaya. This research used 175 samples, collected using 

purposive sampling method. The primary data used in this research was collected 

by questionnaires. This research used SEM analysis using LISREL software. 

This research proved that experiential marketing and service quality  has a 

positive and significant effect on customer satisfaction, it means that a good 

experience and services can directly satisfy customers. Experiential marketing has 

a positive and significant effect on repurchase intention, but service quality has no 

meaningful influence on repurchase intention directly, it is fully mediated by 

customer satisfaction. This can be seen customer satisfaction success to moderate 

relationship between experiential marketing and service quality to repurchase  

intention. This means that a customer must be first satisfied with a good experience 

and services to make them be have positively repurchase intention towards the 

company 

 

Keywords: Experiential Marketing, Service Quality, Customer Satisfaction,  

Repurchase Intention 

 

 

 

 

 

 

 

 

 


