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ABSTRAK

Penelitian .ini tujuan utamanya untuk mengetahui caranya pengalaman
pelanggan mempengaruhi loyalitas pelanggan dengan kepuasan  pelanggan
sebagai mediator. Penelitian ini menggunakan pendekatan kuantitatif dengan
metode penelitian eksplanatif. Data dikumpulkan melalui kuesioner - yang
disebarkan kepada pengguna layanan Gojek di Kota Malang, dengan jumlah
responden sebanyak 100 orang. Analisis data dilakukan dengan menggunakan
analisis jalur menggunakan  perangkat lunak SmartPLS 3.0. Hasil penelitian
menunjukkan bahwa pengalaman pelanggan memiliki pengaruh yang signifikan
terhadap loyalitas pelanggan. Selain itu, pengalaman pelanggan juga berdampak
signifikan terhadap kepuasan pelanggan. Kepuasan pelanggan juga terbukti
memiliki pengaruh yang - signifikan terhadap  loyalitas pelanggan dalam
menggunakan layanan transportasi online Gojek di Malang. Dalam konteks ini,
kepuasan pelanggan berperan sebagai mediator antara pengalaman pelanggan dan
loyalitas pelanggan dalam menggunakan layanan tersebut di Malang.

Kata kunci: Customer Experience, Customer Loyality, Customer Satisfaction.



THE INFLUENCE OF CUSTOMER EXPERIENCE ON
CUSTOMER LOYALITY WITH CUSTOMER
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ABSTRACT

The main aim of this research is to find out how customer experience
influences customer loyalty with customer satisfaction as a mediator. This
research uses a quantitative approach with explanatory research methods. Data
was collected through a questionnaire distributed to Gojek service users in
Malang City, with a total of 100 respondents. Data analysis was carried out using
path analysis using SmartPLS 3.0 software. The research results show that
customer experience has a significant influence on customer loyalty. Apart from
that, customer experience also has a significant impact on customer satisfaction.
Customer satisfaction is also proven to have a significant influence on customer
loyalty in using Gojek online transportation services in Malang. In this context,
customer satisfaction acts as a mediator between customer experience and
customer loyalty in using these services in Malang.

Keywords: Customer Experience, Customer Loyality, Customer Satisfaction.
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