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ABSTRAK 

 
Tujuan dari penelitian ini adalah untuk mengevaluasi hubungan antara pengalaman 

pemasaran, kepuasan pelanggan dan niat pembelian kembali dalam konteks restoran atau 

kafe di Indonesia. Sebanyak tiga hipotesis akan diuji. Penelitian kuantitatif akan dilakukan 

untuk mengatasi tujuan penelitian. Teknik pengambilan sampel Purposive dan distribusi total 

187 responden akan dipilih sebagai bagian dari metodologi penelitian khususnya di 

pelanggan Janji Jiwa Jilid 358 Surabaya. Data statistik akan dianalisis oleh perangkat lunak 

SmartPLS versi 03. Dan hasilnya menunjukkan bahwa pemasaran pengalaman memiliki efek 

positif pada niat pembelian kembali. Juga menunjukkan bahwa efek positif telah sepenuhnya 

dimediasi oleh kepuasan pelanggan dari pelanggan di Janji Jiwa Jilid 358 Surabaya. Menurut 

kesimpulan, penelitian ini menyatakan bahwa variabel Experiental Marketing memiliki 

pengaruh signifikan secara langsung terhadap Kepuasan pelanggan. Variabel Experiental 

Marketing memiliki pengaruh signifikan terhadap Niat Pembelian Ulang. Variabel Kepuasan 

pelanggan berpengaruh signifikan terhadap Niat Pembelian Ulang. 

Kata kunci : experiental marketing, kepuasan pelanggan, niat pembelian ulang dan SEM – 

PLS   
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ABSTRAC 

  
The objective of this research is to evaluate the inter-relationship among the experiental 

marketing, customer satisfaction and repurchase intention in the context of restaurant or cafe 

in Indonesia. A total of three hypotheses will be tested. A quantitave research will be carried 

out to address the research objective. Purposive sampling technique and the distribution of a 

total 187 responden will be selected as part of the research methodology specially in 

customer of Janji Jiwa Jilid 358 Surabaya. The statistical data will be analyzed by SmartPLS 

software version  03. And the result shows that experiental marketing has positive effect on 

repurchase intention. Also indicates that the positive effect has been fully mediated by the 

customer satisfaction of the customer in Janji Jiwa Jilid 358 Surabaya. According to the 

conclusion, this study states that the Experiental Marketing variable has a significant direct 

effect on customer satisfaction. Experiental Marketing Variable has a significant influence 

on Repurchase Intention. Variable Customer Satisfaction has a significant effect on 

Repurchase Intention. 

Keyword: sense, feel, think, act, relate, experiental marketing, customer satisfaction, 

repurchase intention, and SEM-PLS  



x 

 

DAFTAR ISI 
SURAT PERNYATAAN ..................................................................................................... ii 

PERSETUJUAN SKRIPSI .................................................................................................. iv 

HALAMAN PENGESAHAN SKRIPSI ............................................................................... v 

HALAMAN PERSETUJUAN PERNYATAAN PUBLIKASI ............................................. vi 

KATA PENGANTAR ........................................................................................................ vii 

ABSTRAK ........................................................................................................................ viii 

ABSTRAC .......................................................................................................................... ix 

DAFTAR ISI ........................................................................................................................ x 

DAFTAR TABEL .............................................................................................................. xii 

DAFTAR GAMBAR ......................................................................................................... xiii 

BAB I PENDAHULUAN ..................................................................................................... 1 

1.1. Latar Belakang .............................................................................................................1 

1.2. Rumusan Masalah ........................................................................................................5 

1.3. Tujuan Penelitian .........................................................................................................5 

1.4. Manfaat Penelitian .......................................................................................................5 

1.5. Batasan Penelitian ........................................................................................................6 

BAB II TINJAUAN PUSTAKA ........................................................................................... 7 

2.1 Penelitian Terdahulu ....................................................................................................7 

2.2 Kerangka Teori ..........................................................................................................15 

2.3 Hubungan Antar Variabel ......................................................................................... 19 

2.4 Kerangka Konsep Penelitian ..................................................................................... 21 

2.5 Hipotesis Penelitian ...................................................................................................21 

BAB III METODOLOGI PENELITIAN ............................................................................ 23 

3.1 Pendekatan Penelitian ................................................................................................23 

3.2 Obyek Penelitian ........................................................................................................23 

3.3 Jenis, Sumber dan Teknik Pengumpulan Data ...........................................................24 

3.4 Jenis Skala Pengukuran ..............................................................................................24 

3.5 Variabel dan Definisi Operasional .............................................................................25 

3.6 Desain Instrumen Penelitian .......................................................................................27 

3.7 Teknik Analisis Data ..................................................................................................28 

BAB IV HASIL DAN PEMBAHASAN ............................................................................. 31 

4.1 Profil Singkat Kopi Janji Jiwa Jilid 358 Surabaya .................................................... 31 

4.2 Deskripsi Data Hasil Penelitian .................................................................................32 

4.3 Analisis Data dan Pengujian Hipotesis ......................................................................34 



xi 

 

4.4 Analisis Partial Least Square (PLS)  ......................................................................... 36 

4.5 Evaluasi Model ..........................................................................................................40 

4.6 Evaluasi Goodness Of Fit ..........................................................................................40 

4.7 Evaluasi Model Struktural / Structural (Inner Model) ..............................................42 

4.8 Pengujian Hipotesis Penelitian ..................................................................................43 

4.9 Pembahasan Hasil Penelitian .....................................................................................46 

BAB V PENUTUP ............................................................................................................. 49 

5.1. Kesimpulan 49 

5.2. Saran 49 

DAFTAR PUSTAKA ............................................................................................................ l 

LAMPIRAN RIWAYAT HIDUP ........................................................................................ lii 

LAMPIRAN SERTIFIKAT CONFERENCE ...................................................................... liii 

LAMPIRAN BERITA ACARA BIMBINGAN SKRIPSI ................................................... liv 

LAMPIRAN PLAGIASI ..................................................................................................... lv 

LAMPIRAN FREKUENSI JAWABAN RESPONDEN ..................................................... lvi 

LAMPIRAN UJI SEM PLS .............................................................................................. lxiii 

LAMPIRAN FOTO .......................................................................................................... lxvi 

LAMPIRAN KUESIONER ............................................................................................ lxviii 

LAMPIRAN MATRIKS PENELITIAN TERDAHULU ................................................. lxxiv 

 

 

 

 

 

 

  



xii 

 

DAFTAR TABEL 

 
Tabel 2.1. Matrik penelitian terdahulu ......................................................................11 

Tabel 3.4.1. Skala Likert ....................................................................................25 

Tabel 3.6.1. Desain Instrumen Penelitian ............................................................27 

Tabel 4.1. Deskripsi Usia Responden ............................................................................32 

Tabel 4.2. Deskripsi Jenis Kelamin Responden .............................................................33 

Tabel 4.3. Deskripsi Pekerjaan Responden ...................................................................33 

Tabel 4.4. Deskripsi Pendapatan per bulan Responden..................................................33 

Tabel 4.5. Deskripsi Pengeluaran per bulan Responden ................................................34 

Tabel 4.3.1 Distribusi Frekuensi Variabel  Experiental marketing (X). .........................35 

Tabel 4.3.2 Distribusi Frekuensi Variabel Kepuasan Pelanggan (Z). .............................36 

Tabel 4.3.3 Distribusi Frekuensi Variabel Niat Pembelian Ulang (Y). ...........................36 

Tabel 4.4.2 Outer Loadings. .........................................................................................38 

Tabel 4.4.3 Nilai Cross Loading. ..................................................................................39 

Tabel 4.5. Goodness of Fit ............................................................................................40 

Tabel 4.6. Goodness of Fit Model .................................................................................40 

Tabel 4.7 Nilai R-Square. .............................................................................................42 

Tabel 4.8. Hasil Pengujian Hipotesis ............................................................................44 

Tabel 4.8.1 Perhitungan Pengaruh Tidak Langsung. .....................................................45 

 

  



xiii 

 

DAFTAR GAMBAR 

 
Gambar 1.1. Konsumsi Kopi Nasional (2016 – 2021) ........................................... 1 

Gambar 1.2. Merek yang dominan dipesan ........................................................... 2 

Gambar 2.1 Hubungan variabel X dan Z. ......................................................................19 

Gambar 2.2 Hubungan variabel X dan Y. .....................................................................20 

Gambar 2.3 Hubungan variabel Z dan Y. ......................................................................21 

Gambar 2.4 Kerangka Konsep Penelitian. .....................................................................21 

Gambar 4.1 Website Kopi Janji Jiwa ............................................................................31 

 

 




