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Abstract  

This research attempts to describe the level of customer loyalty and to analyze the 

effect of service quality and customer experience on customer loyalty at Oryza Café 

& Gelato in Blitar. Purposive sampling was used to identify 135 respondents who 

are Oryza Café & Gelato clients for this study's quantitative survey method. The 

analysis of the data was done using scale range analysis to describe customers’ 

perceptions of service quality, customer experience, and customer loyalty, while 

hypothesis testing was performed using multiple linear regression analysis with the 

assistance of SPSS software. The outcomes of the scale range analysis indicate that 

customers perceive the service quality and customer experience at Oryza Café & 

Gelato as good and demonstrate a high level of customer loyalty. Additionally, the 

multiple linear regression analysis's findings demonstrate that customer loyalty is 

positively and significantly impacted by both service quality and customer 

experience, both partially and simultaneously. These findings indicate that 

consistent service quality and positive customer experiences play an important role 

in encouraging repeat visits, strengthening brand preference, and increasing 

customers’ willingness to recommend the café to others. 
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Abstrak  

Studi ini mempunyai tujuan guna mendeskripsikan tingkat loyalitas pelanggan serta 

menganalisis pengaruh service quality dan customer experience terhadap customer 

loyalty pada Oryza Café & Gelato di Blitar. Studi ini memanfaatkan pendekatan 

kuantitatif melalui metode survei bagi 135 responden selaku pelanggan Oryza Café 

& Gelato, yang ditentukan lewat teknik purposive sampling. Analisa data 

dilaksanakan dengan memanfaatkan analisis rentang skala guna menggambarkan 

persepsi pelanggan terhadap kualitas layanan, pengalaman pelanggan, serta 

loyalitas pelanggan, sementara pengujian dampak antarvariabel dilaksanakan 

melalui analisis regresi linier berganda yang dipermudah dengan software SPSS. 

Perolehan atas analisa rentang skala memperlihatkan bahwasanya pelanggan 

mempunyai persepsi yang baik terhadap kualitas layanan serta pengalaman 

pelanggan, serta memeprlihatkan tingginya tingkat loyalitas. Perolehan atas analisis 

regresi linier berganda memperlihatkan bahwasanya service quality serta customer 

experience dengan signifikan positif berdampak bagi customer loyalty, dengan 

parsial ataupun simultan. Perolehan tersebut memperlihatkan bahwasanya 

konsistensi kualitas layanan serta pengalaman pelanggan yang positif berperan 

penting dalam mendorong pembelian ulang, preferensi merek, serta kesediaan 

pelanggan untuk merekomendasikan kafe kepada orang lain. 

Kata Kunci : Kualitas Layanan, Pengalaman Pelanggan, Loyalitas Pelanggan 
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