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Abstrak

Tujuan penelitian ini adalah untuk menguji dan menganalisis pengaruh customer
experience terhadap loyalitas konsumen, pengaruh store atmosphere terhadap
loyalitas konsumen, pengaruh customer experience terhadap kepuasan konsumen,
pengaruh store atmosphere terhadap kepuasan konsumen, pengaruh kepuasan
terhadap loyalitas konsumen, pengaruh customer experience terhadap loyalitas
melalui kepuasan konsumen dan pengaruh store atmosphere terhadap loyalitas
melalui kepuasan konsumen. Jenis Penelitian ini adalah penelitian penjelasan
(explanatory research) dengan populasi adalah pelanggan De Terazz Corner
Singosari Kabupaten Malang dengan jumlah sampel sebanyak 100 sampel. Teknik
analisis data menggunakan analisis jalur (path analysis). Hasil penelitian (1)
terdapat pengaruh signifikan antara customer experience terhadap loyalitas
konsumen (2) adanya pengaruh signifikan antara store atmosphere terhadap
loyalitas konsumen (3) adanya pengaruh signifikan antara customer experience
terhadap kepuasan konsumen (4) terdapat pengaruh signifikan antara store
atmosphere terhadap kepuasan konsumen (5) adanya pengaruh signifikan antara
kepuasan terhadap loyalitas konsumen (6) kepuasan pelanggan mampu memediasi
pengaruh antara customer experience terhadap loyalitas pelanggan dan (7)
kepuasan pelanggan mampu memediasi pengaruh antara store atmosphere terhadap
loyalitas pelanggan.

Kata Kunci: Customer Experience, Store Atmosphere, Kepuasan Konsumen
dan Loyalitas Konsumen
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Abstract

The purpose of this research is to test and analyze the influence of customer
experience on consumer loyalty, the influence of store atmosphere on consumer
loyalty, the influence of customer experience on consumer satisfaction, the
influence of store atmosphere on consumer satisfaction, the influence of satisfaction
on consumer loyalty, the influence of customer experience on loyalty through
consumer satisfaction and the influence of store atmosphere on loyalty through
consumer satisfaction. This type of research is explanatory research with the
population being De Terazz Corner Singosari Malang Regency customers with a
sample size of 100 samples. The data analysis technique uses path analysis.
Research results (1) there is a significant influence between customer experience
on consumer loyalty (2) there is a significant influence between store atmosphere
on consumer loyalty (3) there is a significant influence between customer
experience on consumer satisfaction (4) there is a significant influence between
store atmosphere on consumer satisfaction (5) there is a significant influence
between satisfaction and consumer loyalty (6) customer satisfaction is able to
mediate the influence of customer experience on customer loyalty and (7) customer
satisfaction is able to mediate the influence of store atmosphere on customer
loyalty.

Keywords: Customer Experience, Store Atmosphere, Consumer Satisfaction and
Consumer Loyalty
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