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ABSTRAK

Pengaruh Customer Experience, Brand Image, Dan Word Of
MouthTerhadap Loyalitas Pelanggan Yang Dimediasi Oleh Kepuasan
Pelanggan Pada PoskopiZio Di Kabupaten Jombang; Ferdian Novita Sari;
3120011; 2024; 150 halaman; Program Studi Administrasi Bisnis; Fakultas
Bisnis, Bahasa dan Pendidikan; Universitas Pesantran Tinggi Darul Ulum
Jombang.

Penelitian ini bertujuan untuk menguji pengaruh Customer Experience,
Brand Image, dan Word Of Mouth terhadap loyalitas pelanggan yang dimediasi
oleh kepuasan pelanggan pada PoskopiZio di kabupaten Jombang.

Penelitian tersebut menggunakan metode kuantitatif dengan analisis SEM
melalui aplikasi Smart-PLS versi 3.0. Pengujian yang dilakukan yakni model
pengukuran (outer model), model stuktural (Inner Model), uji mediasi dan uji
hipotesis. Sampel penelitian sebanyak 214 responden.

Berdasarkan hasil yang diperoleh secara persial bahwa terjadi hubungan
Customer Experience berpengaruh positif terhadap kepuasan dan loyalitas
pelanggan, Brand Image berpengaruh positif terhadap kepuasan pelanggan, Brand
Image tidak perpengaruh terhadap loyalitas pelanggan, Word Of Mouth
berpengaruh positif terhadap loyalitas pelanggan, Word Of Mouth tidak
berpengaruh terhadap loyalitas pelanggan, dan kepuasan pelanggan berpengaruh
terhadap loyalitas pelanggan. Hasil uji mediasi menunjukkan secara persial bahwa
Customer Experience, Brand Image, dan Word Of Mouthberpengaruh positif
terhadap loyalitas pelanggan dimediasi kepuasan pelanggan dikatakan Partian
Mediation.

Kata Kunci: Customer Experience, Brand Image, Word Of Mouth, Loyalitas
Pelanggan, dan Kepuasan Pelanggan
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ABSTRACT

The effect of Customer Experience, Brand Image, and Word Of Mouth
on Customer Loyalty mediated by Customer Satisfaction of PoskopiZio in
Jombang District; Ferdian Novita Sari; 312001; 2024; 150 pages; Business
Administration Science Program; Business, Language, and Education
Departement; Universitas Pesantran Tinggi Darul Ulum Jombang.

The study ains to examine the effect of Customer Experience, Brand Image,
and Word Of Mouth on Customer Loyalty mediated by Customer Satisfaction of
PoskopiZio in Jombang District.

This research uses quantitative method with SEM analysis through the
Smart-PLS version 3.0 application. The test carried out are the meansurement
model (Outer Model), structural model (Inner Model), mediation test and
hypothesis testing. The research sample 241 respondents.

Based on the result of the study, it was obtained partially the the Customer
Experience relationship had a positive effect on Customer Satisfaction and
Customer Loyalty, Brand Image had a positive effect on Customer Satisfaction
and Customer Loyalty, Wors Of Mouth had a positive effect on Customer
Satisfaction and Customer Loyalty, and Cutomer Satisfaction had a positive effect
on Customer Loyalty. The results of the mediation test partially show that
Customer Experience, Brand Image, and Word Of Mouth has a positive effect on
Customer Loyalty mediated by Customer Satisfaction, which is called Partial
Mediation.

Keyword: Customer Experience, Brand Image, Word Of Mouth, Customer
Loyalty, Customer, Satisfation.
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