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ABSTRAK 

Pengaruh Word of Mouth, pengalaman pelanggan, dan kualitas pelayanan terhadap loyalitas 

pelanggan di Loopi Hoopi Malang adalah subjek penelitian ini. Penelitian ini didasarkan 

pada meningkatnya persaingan di industri kuliner Kota Malang, yang menuntut bisnis untuk 

mempertahankan dan meningkatkan loyalitas pelanggan. Dalam penelitian ini, pendekatan 

kuantitatif digunakan bersama dengan survei. Data dikumpulkan melalui kuesioner tertutup 

kepada 120 pelanggan Loopi Hoopi. Accidental sampling adalah metode pengambilan 

sampel yang digunakan. Untuk mengevaluasi pengaruh antarvariabel, analisis data dilakukan 

menggunakan analisis SEM-PLS. Hasil penelitian menunjukkan bahwa pengalaman 

konsumen, Word of Mouth, dan kualitas pelayanan semua berdampak positif dan signifikan 

terhadap loyalitas pelanggan. 

 

Kata kunci: Word of Mouth, pengalaman konsumen, kualitas pelayanan, loyalitas pelanggan, 

Loopi Hoopi Malang. 
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ABSTRACT 

 
The influence of word of mouth, customer experience, and service quality on 

customer loyalty at Loopi Hoopi Malang is the subject of this study. This research is 

based on the increasing competition in the culinary industry in Malang City, which 

requires businesses to maintain and improve customer loyalty. In this study, a 

quantitative approach was used along with a survey. Data were collected through a 

closed-ended questionnaire to 120 Loopi Hoopi customers. Accidental sampling was 

the sampling method used. To evaluate the influence between variables, data analysis 

was conducted using SEM-PLS analysis. The results showed that consumer 

experience, word of mouth, and service quality all had a positive and significant 

impact on customer loyalty. 

Keywords: Word of Mouth, customer experience, service quality, customer loyalty, 

Loopi Hoopi Malang. 
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