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ABSTRAK 

Bonartdo Samuel Gultom, 202010325138 Pengaruh Customer Experience dan 

Kualitas Pelayanan Terhadap Loyalitas Pelanggan Melalui Kepuasan Pelanggan 

Central Fitness Harapan Indah. 

  

Penelitian ini bertujuan mengetahui pengaruh hubungan antar variabel Customer 

Experience dan Kualitas Pelayanan terhadap Loyalitas Pelanggan melalui 

Kepuasan Pelanggan Central Fitness Harapan Indah. Metode yang digunakan dalam 

penelitian ini adalah metode kuantitatif, dimana dengan melakukan teknik 

accidental sampling sebagai cara pengambilan sampel. Dalam penelitian ini 

digunakan 79 responden sebagai sampel, dimana dalam pe nelitian ini 

menggunakan data primer yang didapatkan dengan menyebarkan kuesioner kepada 

pelanggan Central Fitness Harapan Indah. Hasil temuan dari penelitian yang telah 

dilakukan menunjukan bahwa: 1) Customer Experince berpengaruh signifikan 

terhadap Kepuasan pelanggan, 2) Customer Experince tidak berpengaruh signifikan 

terhadap Loyalitas Pelanggan, 3) Kepuasan Pelanggan berpengaruh terhadap 

Loyalitas pelanggan, 4) Kualitas Pelayanan berpengaruh terhadap Kepuasan 

pelanggan, 5) Kualitas Pelayanan berpengaruh terhadap Loyalitas pelanggan, 6) 

Kualitas Pelayanan berpengaruh terhadap Loyalitas pelanggan melalui Kepuasan 

Pelanggan, 7) Kepuasan Pelanggan tidak mampu memediasi Customer Experince 

terhadap Loyalitas Pelanggan. 

  

Kata Kunci : Customer Experience, Kualitas Pelayanan, Loyalitas Pelanggan, 

Kepuasan Pelanggan  
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ABSTRACT 

Bonartdo Samuel Gultom, 202010325138 The Influence of Customer Experience 

and Service Quality on Customer Loyalty Through Central Fitness Harapan Indah 

Customer Satisfaction. 

  

This research aims to determine the influence of the relationship between the 

variables Customer Experience and Service Quality on Customer Loyalty through 

Central Fitness Harapan Indah Customer Satisfaction. The method used in this 

research is a quantitative method, which uses an accidental sampling technique as 

a way of taking samples. In this study, 79 respondents were used as samples, where 

in this study used primary data obtained by distributing questionnaires to customers 

of Central Fitness Harapan Indah. The findings from the research that has been 

conducted show that: 1) Customer Experience has a significant effect on customer 

satisfaction, 2) Customer Experience has no significant effect on Customer Loyalty, 

3) Customer Satisfaction has an effect on customer Loyalty, 4) Service Quality has 

an effect on customer satisfaction, 5 ) Service Quality influences customer Loyalty, 

6) Service Quality influences customer Loyalty through Customer Satisfaction, 7) 

Customer Satisfaction is unable to mediate Customer Experience on Customer 

Loyalty. 

  

Keywords: Customer Experience, Service Quality, Customer Loyalty, 

          Customer satisfaction 
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