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THE EFFECT OF SERVICE QUALITY ON CUSTOMER
LOYALTY WITH CUSTOMER EXPERIENCE AS A
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ABSTRACT

This study aims to analyze the effect of service quality on customer loyalty with
customer experience as a mediating variable at the Jabung Village Tourism Park(
TWD Jabung), Magetan Regency. This study was motivated by several visitor
reviews that indicated a mismatch between tourist expectations and the services
provided, thus potentially affecting of customer loyalty. This study used a
quantitative approach with a survey method by distributing questionnaires to TWD
Jabung visitors. The sampling technique used accidental sampling. Information
analysis was carried out using the Partial Least Square-Structural Equation
Moadeling( PLS- SEM) method with the help of SmartPLS. The results showed that
service quality had a positive and significant effect on customer loyalty and
customer experience. Customer experience was also proven to have a positive and
significant effect on customer loyalty. In addition, customer experience was able to
positively mediate the relationship between service quality and customer loyalty.
These findings indicate that improving service quality accompanied by the creation
of memorable tourism experiences can increase visitor loyalty to TWD Jabung.

Keywords — service quality; customer loyalty; customer experience; village
tourism;
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ABSTRAK

Riset ini bertujuan guna menganalisis pengaruh mutu layanan terhadap loyalitas
pelanggan dengan pengalaman pelanggan selaku variabel mediasi pada Taman
Wisata Desa (TWD) Jabung, Kabupaten Magetan. Riset ini dilatarbelakangi oleh
terdapatnya sebagian ulasan wisatawan yang menampilkan ketidaksesuaian antara
harapan pengunjung serta pelayanan yang diberikan, sehingga berpotensi
mempengaruhi tingkatan loyalitas pelanggan. Riset ini memakai pendekatan
kuantitatif dengan tata cara survei melalui penyebaran kuesioner kepada wisatawan
TWD Jabung. Metode pengambilan ilustrasi menggunakan accidental sampling.
Analisis informasi dicoba menggunakan prosedur Partial Least Square—-Structural
Equation  Modeling (PLS-SEM) dengan dorongan. SmartPLS. Hasil = riset
menampilkan bahwa mutu layanan mempengaruhi positif serta signifikan terhadap
loyalitas pelanggan melalui pengalaman pelanggan. Pengalaman pelanggan pula
teruji mempengaruhi positif serta signifikan terhadap loyalitas pelanggan. Tidak
hanya itu, pengalaman pelanggan sanggup memediasi secara positif ikatan antara
mutu layanan serta loyalitas pelanggan. Penemuan ini menunjukkan bahwa
kenaikan mutu layanan yang diiringi penciptaan pengalaman wisata yang berkesan
bisa tingkatkan loyalitas wisatawan terhadap TWD Jabung.

Kata Kunci — kualitas layanan; loyalitas pelanggan; pengalaman pelanggan;
wisata desa;
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