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ABSTRAK 

Angga Arief Gemilang, 201710415022, Brand Experience Pelanggan 

Terhadap Loyalitas Kopi Kenangan (Studi Kualitatif Pada Pengalaman Pelanggan Di 

Kopi Kenangan Grand Wisata Tambun Selatan 

Penelitian ini dilakukan untuk mengetahui bagaimana pengetahuan pelanggan 

dan sensasi pelanggan terhadap loyalitas Kopi Kenangan. Penelitian ini menggunakan 

pendekatan brand experience dan metode yang digunakan adlaah deskriptif kualitatif 

Hasilnya menunjukan bahwa brand experience pelanggan melalui pengetahuan 

pelanggan dan sensasi pelanggan berpengaruh terhadap loyalitas Kopi Kenangan. 

Berdasarkan pengalaman pelanggan terhadap brand para pelanggan merasa puas dari 

aspek kualitas produk, kualitas pelayanan, dan desain ruangan sebuah produk dan 

menimbulkan loyalitas terhadap merek. Ketika pelanggan sudah mempunyai 

pengalaman yang puas terhadap brand maka pelanggan akan setia (loyality) terhadap 

brand tersebut dan mereka akan terus menerus berkunjung dengan waktu yang lama. 

Kata Kunci : Brand experience pelanggan, pengetahuan dan sensasi pelanggan, 

loyalitas Kopi Kenangan. 
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ABSTRACT 

 Angga Arief Gemilang, 201710415022, Customer Brand Experience on Kopi 

Kenangan Loyalty (Qualitative Study on Customer Experience at Kopi Kenangan 

Grand Wisata Tambun Selatan). 

 This research was conducted to find out how customer knowledge and 

customer sensation affect Kopi Kenangan loyalty. This study uses a brand experience 

approach and the method used is descriptive qualitative. 

 The results show that customer brand experience through customer 

knowledge and customer sensation has an effect on Kopi Kenangan loyalty. Based on 

customer experience of the brand, customers are satisfied from the aspects of product 

quality, service quality, and room design of a product and lead to brand loyalty. When 

customers have had a satisfied experience with a brand, they will be loyal to the brand 

and they will continue to attend for a long time. 

 

Keywords : Customer brand experience, customer knowledge and sensation, Kopi 

Kenangan loyalty. 
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