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ABSTRAKSI

Hypermart Kudus adalah Perusahaan supermarket yang beralamat di JI. Dr.
Lukmono Hadi No.1, Getas, Getas Pejaten, Kec. Jati, Kabupaten Kudus, Jawa
Tengah. Penelitian ini_memiliki tujuan untuk menganalisis Dampak Pemasaran
Experiental dan Kepuasan Pelanggan pada Word Of Mouth (WOM) dengan
Kualitas Pelayanan Sebagai Variabel Intervening pada Pengunjung Hypermart Mall
Kudus. Penelitian ini menggunakan pendekatan kuantitatif bertujuan untuk
mengetahui hubungan diantara dua variabel atau lebih. Penelitian ini menggunakan
dua variabel eksogen, yaitu Pemasaran Experiental dan Kepuasan Pelanggan serta
dua variabel endogen, yaitu Word Of Mouth (WOM) dan Kualitas Pelayanan
Sebagai Variabel Intervening. Pada penelitian ini pengumpulan data menggunakan
metode kuesioner. Sedangkan sampel dalam penelitian ini menggunakan rumus
Purposive Sampling.

Analisis data yang digunakan (SEM) Structual Equatuion Modeling yang di
operasikan melalui program AMOS. Hasil penelitian menunjukkan bahwa
Pemasaran Experiental dan Kepuasan Pelanggan berpengaruh positif terhadap
Word Of Mouth (WOM) dan Kualitas Pelayanan. Kepuasan pelanggan
berpengaruh positif terhadap word of mouth pada Hypermart Kudus. Pemasaran
experiental berpengaruh negatif terhadap word of mouth pada Hypermart Kudus
melalui kepuasan pelangganakan tetapi Kualitas pelayanan berpengaruh positif
terhadap word of mouth pada Hypermart Kudus melalui kepuasan pelanggan.

Kata kunci: Pemasaran experiental, Kualitas pelayanan, Word of mouth (WOM),
Kepuasan pelanggan
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THE IMPACT OF EXPERIENTAL MARKETING AND SERVICE QUALITY
ON WORD OF MOUTH (WOM) WITH CUSTOMER SATISFACTION
AS AN INTERVENING VARIABLE FOR VISITORS TO HYPERMART
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ABSTRACT

Hypermart Kudus is a supermarket company which is located at JI. Dr.
Lukmono Hadi No.1, Getas, Getas Pejaten, Kec. Jati, Kudus Regency, Central
Java. This study aims to analyze the Impact of Experiential Marketing and
Customer- Satisfaction on Word Of Mouth (WOM) with Service Quality as an
Intervening Variable for Visitors to Hypermart Mall Kudus. This study uses a
guantitative approach aiming to determine the relationship between two or more
variables. This study uses two exogenous variables, namely Experiential Marketing
and Customer Satisfaction and two endogenous variables, namely Word of Mouth
(WOM) and Service Quality as Intervening Variables. In this study data collection
using the questionnaire method. While the sample in this study uses the Purposive
Sampling formula.

Data analysis used (SEM) Structual Equation Modeling which was
operated through the AMOS program. The results of the study show that
Experiential Marketing and Customer Satisfaction have a positive effect on Word
of Mouth (WOM) and Service Quality. Customer satisfaction has a positive effect
on word of mouth at Hypermart Kudus. Experiential marketing has a negative effect
on word of mouth at Hypermart Kudus through customer satisfaction, but service
quality has a positive effect on word of mouth at Hypermart Kudus through
customer satisfaction.

Keywords: Experiential marketing, service quality, word of mouth (WOM),
customer satisfaction
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