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ABSTRAK

Penelitian ini dilakukan pada pelanggan Batik Pesantenan Pati. Penelitian
ini__bertujuan untuk mengetahui pengaruh kualitas pelayanan, customer
experience, dan customer trust terhadap loyalitas pelanggan dengan kepuasan
pelanggan sebagai variabel mediasi pada Batik Pesantenan Pati. Penelitian ini
menggunakan metode explanatory research. Populasi dalam penelitian ini adalah
seluruh pelanggan Batik Pesantenan Pati. Teknik pengambilan sampel
menggunakan purpose sampling dengan jumlah 125 responden. Penelitian ini
menggunakan teknik analisis Structural Equation Modeling (SEM) menggunakan
perangkat Amos. Hasil penelitian ini menunjukkan bahwa kualitas pelayanan
berpengaruh signifikan terhadap kepuasan pelanggan, customer experience
berpengaruh signifikan terhadap kepuasan pelanggan, customer trus berpengaruh
signifikan terhadap kepuasan pelanggan, kepuasan pelanggan berpengaruh
signifikan  terhadap loyalitas pelanggan, kualitas pelayanan berpengaruh
signifikan terhadap loyalitas pelanggan, customer experience berpengaruh
signifikan terhadap loyalitas pelanggan, dan customer trust berpengaruh
signifikan terhadap loyalitas pelanggan.

Kata Kunci : kualitas pelayanan, customer experience, customer trust,
kepuasan pelanggan, loyalitas pelanggan.



THE EFFECT OF SERVICE QUALITY, CUSTOMER EXPERIENCE,
AND CUSTOMER TRUST ON CUSTOMER LOYALTY WITH
CUSTOMER SATISFACTION AS A VARIABLE OF MEDIATION (CASE
STUDY ON BATIK PESANTENAN PATI)

SEPTIA PUTRI WIDYASTIKA
201611354
Advisor 1: Dr. Kertati Sumekar, SE, MM
2: Dina Lusianti, SE; MM, AAK

MURIA KUDUS UNIVERSITY
FACULTY OF ECONOMICS AND BUSINESS MANAGEMENT STUDY
PROGRAMS

ABSTRACT

This research was conducted on Patiant Batik Pati customers. This study
aims to determine the effect of service quality, customer experience, and customer
trust on customer loyalty with customer satisfaction as a mediating variable in
Batik Pesantenan Pati. This research uses explanatory research method. The
population in this study were all customers of Batik Pesantenan Pati. The
sampling technique used purpose sampling with a total of 125 respondents. This
research uses Structural Equation Modeling (SEM) analysis technique using
Amos tools. The results of this study indicate that service quality has a significant
effect on customer satisfaction, customer experience has a significant effect on
customer satisfaction, customer has a significant effect on customer satisfaction,
customer satisfaction has a significant effect on customer loyalty, service quality
has a significant effect on customer loyalty, customer experience has a significant
effect on customer loyalty, and customer trust have a significant effect on
customer loyalty.

Keywords: service quality, customer experience, customer trust, customer
satisfaction, customer loyalty.
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