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ABSTRAK  

Nama : Anggi Alfadzrin  

 NIM  : 2013410035  

Judul : Pengaruh Customer Experience Terhadap Customer Loyalty (Studi Kasus Pada 

Konsumen Starbucks Mall Cipinang Indah, Jakarta)  

Kata Kunci : Customer Experience, Customer Loyalty.  

     Tujuan Penelitian ini adalah untuk mengetahui pengaruh Customer Experience 

terhadap Customer Loyalty. Penelitian ini dilakukan dengan metode pengumpulan 

data dengan cara penyebaran kuisioner pada 100 orang responden dari konsumen 

Starbucks Mall Cipinang Indah, Jakarta.  

     Hasil penelitian menunjukan hubungan antara Customer Experience (X) 

terhadap Customer Loyalty (Y) sebesar 0,447 dan memiliki pengaruh sebesar 20%. 

Hubungan antara Customer Experience terhadap Customer Loyalty baik memiliki 

hubungan yang cukup kuat. Persamaan regresi dari Customer Experience terhadap 

Customer Loyalty adalah Y = 18,173 + 0,615 X.  

     Hasil penelitian ini diharapkan perusahaan dapat menerapkan Customer Experience 

dengan baik agar Customer Loyalty lebih baik.  
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ABSTRACT  

Name : Anggi Alfadzrin  

NIM : 2013410035  

Thesis Title : The Effect of Customer Experience to Customer Loyalty (Case  

Study On Starbucks Customers Mall Cipinang Indah, Jakarta)  

Keyword : Customer Experience, Customer Loyalty  

     The purpose of this study was to determine the effect of customer experience on 

customer loyalty. This research was conducted with data collection methods by 

distributing questionnaires to 100 respondents from consumers of Starbucks Mall 

Cipinang Indah, Jakarta.  

     The results showed the relationship between customer experience (X) and 

customer loyalty (Y) was 0,447 and had an influence of 20%. The relationship 

between customer experience and customer loyalty has a strong relationship. 

Regression equation from customer experience to customer loyalty is Y = 18,173 + 

0,615 X.  

     The results of this study are expected the company can apply customer 

experience well so that customer loyalty is better.  
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