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ABSTRAK 

Tujuan penelitian ini adalah mengetahui dan menganalisis pengaruh 

Kualitas Pelayanan Dan Pengalaman Pelanggan Terhadap Loyalitas Pelanggan 

Melalui Kepuasan Pelanggan Sebagai Variabel Intervening (Studi Pada Pelanggan 

Go Car di Kabupaten Kebumen). Responden sebanyak 100 responden. Metode 

penelitian ini bersifat kuantitatif, data yang diperoleh berdasarkan jawaban dari 

reponden pada kuesioner, yang kemudian diuji validitas dan reliabilitas, dianalisis 

dengan teknik analisis jalur, model regresi diuji dengan asumsi klasik agar 

memenuhi syarat dan layak dipakai untuk memprediksi pengaruh variabel bebas 

terhadap variabel terikat. Hasil perhitungan regresi diuji dengan uji t dan koefisien 

determinasi, sementara hasil perhitungan mediasi diuji dengan analisis jalur dan 

sobel test dengan program SPSS for Windows version 25.0. Hasil penelitian adalah 

sebagai berikut : Setelah dianalisis maka dapat diambil kesimpulan Kualitas 

Pelayanan berpengaruh signifikan terhadap kepuasan pelanggan. Pengalaman 

Pelanggan berpengaruh signifikan terhadap Kepuasan Pelanggan. Kualitas 

Pelayanan tidak berpengaruh signifikan terhadap Loyalitas Pelanggan. Pengalaman 

Pelanggan berpengaruh signifikan terhadap Loyalitas Pelanggan. Kepuasan 

Pelanggan berpengaruh signifikan terhadap Loyalitas Pelanggan. Kualitas 

Pelayanan berpengaruh signifikan terhadap Loyalitas Pelanggan melalui Kepuasan 

Pelanggan. Pengalaman Pelanggan berpengaruh signifikan terhadap Loyalitas 

Pelanggan melalui Kepuasan Pelanggan. 

 

Kata Kunci: Kualitas Pelayanan, Pengalaman Pelanggan, Kepuasan Pelanggan, 

Loyalitas Pelanggan.  
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ABSTRACT 

The purpose of this study was to determine and analyze the effect of Service 

Quality and Customer Experience on Customer Loyalty through Customer 

Satisfaction as an Intervening Variable (Study of Go Car Customers in Kebumen 

Regency). Respondents were 100 respondents. This research method is 

quantitative, the data obtained is based on answers from respondents to 

questionnaires, which are then tested for validity and reliability, analyzed using 

path analysis techniques, the regression model is tested with classical assumptions 

so that it meets the requirements and is suitable for use to predict the influence of 

the independent variable on the dependent variable. The results of the regression 

calculations were tested using the t test and coefficient of determination, while the 

results of the mediation calculations were tested using path analysis and Sobel test 

with the SPSS for Windows version 25.0 program. The research results are as 

follows: After analysis, it can be concluded that service quality has a significant 

effect on customer satisfaction. Customer Experience has a significant effect on 

Customer Satisfaction. Service Quality does not have a significant effect on 

Customer Loyalty. Customer Experience has a significant effect on Customer 

Loyalty. Customer Satisfaction has a significant effect on Customer Loyalty. 

Service Quality has a significant effect on Customer Loyalty through Customer 

Satisfaction. Customer Experience has a significant effect on Customer Loyalty 

through Customer Satisfaction. 

 

Keywords: Service Quality, Customer Experience, Customer Satisfaction, 

Customer Loyalty. 
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