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ABSTRAK

SALSA DELINA. Pengaruh Experiential Marketing terhadap Customer Loyalty
yang dimediasi oleh Customer Satisfaction pada Pelanggan Toko Ritel Kecantikan
dan Kesehatan di Jabodetabek: Program Studi Pendidikan Bisnis, Fakultas
Ekonomi, Universitas Negeri Jakarta, 2022.

Penelitian ini dilakukan dengan tujuan untuk menguji pengaruh penerapan
experiential marketing terhadap customer loyalty melalui customer satisfaction.
Penelitian ini dilakukan di wilayah Jabodetabek dengan sasaran usia responden 18
tahun ke atas. Metode penelitian kuantitatif digunakan untuk mengkaji penelitian
ini dengan menggunakan skala likert sebagai indikator pengukuran instrumen
penelitian. Teknik pengambilan sampel yang digunakan yaitu purposive sampling
dengan perolehan sebanyak 200 responden. Teknik analisis menggunakan
Structural Equation Modeling (SEM) dengan AMOS 24. Hasil empiris dari
penelitian ini, yaitu experiential marketing berpengaruh positif dan signifikan
terhadap customer satisfaction, experiential marketing berpengaruh positif dan
signifikan terhadap customer loyalty, customer satisfaction berpengaruh positif dan
signifikan terhadap customer loyalty, dan experiential marketing berpengaruh
positif dan signifikan terhadap customer loyalty melalui customer satisfaction.

Kata Kunci: Experiential marketing, customer satisfaction, customer loyalty, toko
ritel kecantikan dan kesehatan



ABSTRACT

SALSA DELINA. The Influence of Experiential Marketing on Customer Loyalty
Mediated by Customer Satisfaction on Customers of Beauty and Health Retail
Stores in Jabodetabek: Business Education Study Program, Faculty of Economics,
State University of Jakarta, 2023.

This study was conducted with the aim of examining the influence of the application
of experiential marketing on customer loyalty through customer satisfaction. This
research was conducted in Jabodetabek with a target age of 18 years and over.
Quantitative research methods were used to review this research by using a Likert
scale as an indicator for measuring research instruments. The sampling technique
used was purposive sampling with a total of 200 respondents. The analysis
technique uses Structural Equation Modeling (SEM) with AMOS 24 and Sobel Test.
The empirical results of this study are experiential marketing has a positive and
significant effect on customer satisfaction, experiential marketing has a positive
and significant effect on customer loyalty, customer satisfaction has a positive and
significant effect on customer loyalty, and experiential marketing has a positive and
significant effect on customer loyalty through customer satisfaction.

Keywords: Experiential marketing, customer satisfaction, customer loyalty, beauty
and health retail stores
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