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Abstrak 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan terhadap 

loyalitas pelanggan dan menguji dengan kepuasan dan pengalaman pelanggan di 

Kafe Jemblung Malang. Data dikumpulkan melalui survey kuesioner terhadap 250 

pelanggan yang dipilih dari pelanggan Kafe Jemblung di Malang dengan 

menggunakan metode purposive sampling. Hasil analisis jalur dan uji t 

menunjukkan bahwa: kualitas layanan berpengaruh positif dan signifikan terhadap 

loyalitas pelanggan, kualitas layanan tidak berpengaruh positif dan signifikan 

terhadap kepuasan, kualitas layanan berpengaruh negative dan signifikan terhadap 

kepuasan pelanggan. Dalam hal pengalaman pelanggan, kepuasan pelanggan 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan. Pengalaman 

pelanggan tidak berpengaruh positif dan signifikan terhadap loyalitas pelanggan, 

kepuasan pelanggan tidak berfungsi sebagai mediator antara kualitas layanan dan 

loyalitas pelanggan, pengalaman juga pelanggan juga tidak berfungsi sebagai 

mediator antara kualitas layanan dan loyalitas pelanggan. 

Kata Kunci: Kualitas Layanan, Loyalitas Pelanggan, Kepuasan Pelanggan, 

Pengalaman Pelanggan. 
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Abstract 

This research aims to determine the effect of service quality on customer loyalty 

and its relationship with customer satisfaction and experience at the Jemblung 

Cafe, Malang. Data was collected through a questionnaire survey of 250 

customers selected from Jemblung Cafe customers in Malang using a purposive 

sampling method. The results of the analysis through path analysis and t test show 

that: service quality has a positive and significant effect on customer loyalty, 

service quality does not have a positive and significant effect on satisfaction, 

service quality has a negative and significant effect on customer satisfaction. In 

terms of customer experience, customer satisfaction has a positive and significant 

effect on customer loyalty. Customer experience does not have a positive and 

significant effect on customer loyalty, customer satisfaction does not function as a 

mediator between service quality and customer loyalty, customer experience also 

does not function as a mediator between service quality and customer loyalty. 

Keywords: Service Quality, Customer Loyalty, Customer Satisfaction, Customer 

Experience 
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