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ABSTRAK

Penelitian ini dilatarbelakangi oleh masyarakat yang saat ini masih
membutuhkan alat transportasi udara. Hal ini ditandai dengan banyaknya jasa
penerbangan saat ini seperti Batik Air, Lion Air, Citilink, Garuda Indonesia, Air
Asia dan sebagainya. Batik Air menjadi salah satu maskapai penerbangan yang
menawarkan sistem full service (pelayanan penuh) yang diminati masyarakat,
terbukti dengan Top Brand Index tahun 2020-2022 Batik Air menempati posisi
keempat. Penelitian ini bertujuan untuk mengetahui pengaruh experiential
marketing dan service quality terhadap customer trust melalui perceived value
sebagai variabel intervening. Sampel yang digunakan dalam penelitian ini
sebanyak 150 sampel dengan metode purposive sampling. Data yang digunakan
adalah data primer yang diperoleh dengan cara menyebarkan kuesioner kepada
pengguna maskapai penerbangan Batik Air di Surabaya. Teknik analisis data yang
digunakan adalah menggunakan SEM dengan program LISREL. Hasil penelitian
ini menunjukkan bahwa bahwa experiential marketing berpengaruh positif dan
signifikan terhadap perceived value ; service quality berpengaruh positif dan
signifikan terhadap perceived value ; perceived value berpengaruh positif dan
signifikan terhadap customer trust ; experiential marketing dan service quality
berpengaruh positif dan signifikan terhadap customer trust melalui perceived
value. Hal ini menunjukkan bahwa pengalaman dan kualitas layanan yang positif
akan dipercaya oleh konsumen dan konsumen akan mendapat nilai yang
dirasakan.

Kata kunci : experiential marketing, service quality, perceived value, customer

trust.
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THE EFFECT OF EXPERIENTIAL MARKETING AND SERVICE
QUALITY ON CUSTOMER TRUST THROUGH PERCEIVED
VALUE ON BATIK AIR IN SURABAYA

ABSTRACT

This research is motivated by the people who currently still need air
transportation. This is marked by the many current airline services such as Batik
Air, Lion Air, Citilink, Garuda Indonesia, Air Asiaand so on. Batik Air is one of the
airlines that offers a full service system that is of interest to the public, as evidenced
by the Top Brand Index for 2020-2022 Batik Air occupies fourth place. This study
aims to determine the effect of experiential marketing and service quality on
customer trust through perceived value as an intervening variable. The sample used
in this study was 150 samples with a purposive sampling method. The data used is
primary data obtained by distributing questionnaires to users of the Batik Air airline
in Surabaya. The data analysis technique used is SEM with the LISREL program.
The results of this study indicate thet experiential marketing has a positive and
significant effect on perceived value; service quality has a postive and significant
effect on perceived value; perceived value has a positive and significant effect on
customer trust; experiential marketing and service quality have a positive and
significant effect on customer trust through perceived value. This indicates that
positive experience and service quality will be trusted by consumers will receive
perceived value.

Keywords : experiential marketing, service quality, perceived value, customer

trust.
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