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ABSTRAK 

 
Tujuan dalam Penelitian ini bertujuan untuk mengetahui dan 

menjelaskan bagaimana pengaruh experiential marketing dan service 
quality terhadap  customer loyalty melalui customer satisfaction di cafe 
Excelso Surabaya Town Square. Pada penelitian ini yang digunakan 
adalah penelitian konklusif atau causal research. Sampel penelitian 
menggunakan sebanyak 150 orang konsumen di cafe Excelso Surabaya 
Town Square. Teknik pengambilan sampel yang digunakan adalah non-
probability sampling, jenis metode yang digunakan adalah purposive 
sampling. Penelitian ini menggunakan structural equation model sebagai 
alat analisis data.Temuan penelitian ini menunjukkan bahwa experiential 
marketing terbukti berpengaruh secara langsung terhadap customer 
satisfaction, service quality berpengaruh secara langsung terhadap 
customer satisfaction, customer satisfaction berpengaruh secara langsung 
terhadap customer loyalty, experiential marketing terbukti berpengaruh  
terhadap customer loyalty melalui customer satisfaction, service quality 
terbukti berpengaruh  terhadap customer loyalty melalui customer 
satisfaction customer satisfaction.  
 
Kata Kunci : Experiential Marketing, Service Quality, Customer 

Satisfaction, Customer Loyalty 
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ABSTRACT 

 
The aim of this research is to know and identify how influence 

experiential marketing and and service quality on customer loyalty 
through customer satisfaction in the cafe Excelso Surabaya Town Square. 
In this study used is the conclusive research or causal research. The 
research sample using 150 customers at the cafe Excelso Surabaya Town 
Square. The sampling technique used is non-probability sampling, the 
type of method is used purposive sampling.This research used structural 
equation model as instrument of data analysis. This hypothesis testing 
shows that experiential marketing influence toward customer satisfaction, 
service quality influence toward customer satisfaction, customer 
satisfaction influence toward customer loyalty, experiential marketing 
has a positive effect on customer loyalty through customer satisfaction. 
service quality has a positive effect on customer loyalty through customer 
satisfaction. 

 
Keywords : Experiential Marketing, Service Quality, Customer Loyalty 

Customer Satisfaction. 
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