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ABSTRAK

Tujuan penelitian ini adalah untuk mengetahui “Pengaruh Inovasi Produk Dan
Pengalaman Konsumen Terhadap Kepuasan Konsumen Serta Dampaknya
Terhadap Loyalitas Konsumen Pada Pengguna Sabun Pembersih Wajah Garnier
Sakura White Di Wilayah Jakarta Timur”. Penelitian ini dilakukan dengan cara
penyebaran kuesioner kepada 100 orang yang terdiri dari konsumen sabun
pembersih wajah Garnier Sakura White yang minimal membeli 3 kali dan
menggunakan dalam kurun waktu 2 bulan terakhir, berusia minimal 17 tahun dan
berdomisili di wilayah Jakarta Timur. Teknik pengambilan sampel pada penelitian
ini menggunakan metode non probability sampling dan kemudian dipilih secara
purposive sampling. Alat analisis yang digunakan oleh peneliti adalah Path
Analysis.

Hasil penelitian menunjukan bahwa terdapat pengaruh positif antara inovasi
produk terhadap kepuasan konsumen. terdapat pengaruh positif antara pengalaman
konsumen terhadap kepuasan konsumen, dan terdapat pengaruh positif antara
inovasi produk terhadap loyalitas konsumen. terdapat pengaruh positif antara
pengalaman konsumen terhadap loyalitas konsumen., terdapat pengaruh positif
antara kepuasan konsumen terhadap loyalitas konsumen. Hasil penelitian
menunjukan bahwa terdapat pengaruh positif inovasi produk dan pengalaman
konsumen terhadap loyalitas konsumen melalui kepuasan konsumen.

Kata kunci: Inovasi Produk, Pengalaman Konsumen, Kepuasan Konsumen,
Loyalitas Konsumen



ABSTRACT

The purpose of this study was to determine "The Influence of Product Innovation and
Consumer Experience on Consumer Satisfaction and Its Impact on Consumer Loyalty in
Users of Garnier Sakura White Facial Cleansing Soap in the East Jakarta Region". This
research was conducted by distributing questionnaires to 100 people consisting of
consumers of Garnier Sakura White facial cleansing soap who had bought at least 3 times
and used it within the last 2 months, were at least 17 years old and domiciled in the East
Jakarta area. The sampling technique in this study used a non-probability sampling
method and was then selected by purposive sampling. The analytical tool used by
researchers is Path Analysis.

The results showed that there was a positive influence between product innovation
and consumer satisfaction. there is a positive influence between consumer experience on
consumer satisfaction, and there is a positive influence between product innovation on
consumer loyalty. there is a positive influence between consumer experience on consumer
loyalty., there is a positive influence between consumer satisfaction on consumer loyalty.
The results of the research show that there is a positive influence of product innovation
and consumer experience on consumer loyalty through customer satisfaction.

Keywords: Influence of Product Innovation, Consumer Experience, Consumer Satisfaction,
Consumer Loyalty
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