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ABSTRAK

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh Kualitas Layanan
dan Customer Experience terhadap Loyalitas Pelanggan dengan Kepuasan Pelanggan
sebagai variabel mediasi pada Rumah Makan Primarasa. Penelitian menggunakan
pendekatan kuantitatif dengan alat analisis SmartPLS. Teknik pengambilan sampel
yang digunakan adalah purposive sampling, dengan jumlah responden sebanyak 100
pelanggan yang pernah berkunjung dan melakukan pembelian di Rumah Makan
Primarasa. Metode analisis data yang digunakan yaitu analisis jalur untuk menguiji
hubungan antar variabel penelitian. Hasil penelitian menunjukkan bahwa Kualitas
Layanan berpengaruh signifikan terhadap Kepuasan Pelanggan dan Loyalitas
Pelanggan. Customer Experience juga terbukti berpengaruh signifikan terhadap
Kepuasan Pelanggan. Namun, variabel Customer Experience tidak berpengaruh
signifikan terhadap Loyalitas Pelanggan. Selain itu, Kepuasan Pelanggan terbukti
memediasi pengaruh Kualitas Layanan dan Customer Experience terhadap Loyalitas
Pelanggan.

Kata Kunci: Kualitas layanan, Customer experience, Loyalitas pelanggan, Kepuasan
pelanggan
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ABSTRACT

This study aims to examine and analyze the influence of Service Quality and
Customer Experience on Customer Loyalty, with Customer Satisfaction as a
mediating variable at Primarasa Restaurant. The study employed a quantitative
approach with the SmartPLS analysis tool. The sampling technique used was
purposive sampling, with 100 customers who had visited and made purchases at
Primarasa Restaurant as respondents. The data analysis method used was path
analysis to examine the relationship between the research variables. The results
showed that Service Quality significantly influenced Customer Satisfaction and
Customer Loyalty. Customer Experience also proved to have a significant effect on
Customer Satisfaction. However, Customer Experience did not significantly influence
Customer Loyalty. Furthermore, Customer Satisfaction was shown to mediate the
influence of Service Quality and Customer Experience on Customer Loyalty.

Keywords: Service quality, Customer experience, Customer loyalty, Customer
satisfaction
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