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ABSTRAK

Penelitian ini dilakukan untuk menganalisis pengaruh service performance dan
relationship ‘marketing 'terhadap  loyalitas konsumen  dengan = experiential
marketing sebagai variabel moderasi. Populasi penelitian ini adalah konsumen
Matahari Department.Store Purwokerto dan sampel penelitian ini_sebanyak 100
responden dengan menggunakan teknik purposive sampling. Analisis data yang
digunakan dalam penelitian iniyaitu uji validitas, uji reliabilitas, uji asumsi klasik,
analisis regresi moderasi (MRA), koefisien.determinasi; dan hipotesis dan uji beda
independen. hasil uji-instrumen menunjukan bahwa validitas dan reliabilitas sudah
memenuhi kriteria. Hasil penelitian dengan menggunakan (uji F) menunjukan
bahwa service performance-dan relationship marketing-berpengaruh signifikan
terhadap loyalitas konsumen dan model penelitian dapat diterima, sedangkan hasil
penelitian dengan menggunakan (uji t) menunjukan bahwa service performance
secara parsial tidak berpengaruh terhadap loyalitas konsumen dan relationship
marketing secara parsial berpengaruh positif signifikan terhadap loyalitas
konsumen. Hasil uji moderasi menunjukan bahwa experiental marketing dapat
menguatkan hubungan relationship marketing terhadap loyalitas konsumen,
namun tidak menguatkan hubungan antara service performance terhadap loyalitas
konsumen. Hasil uji independen menunjukkan tidak ada perbedaan loyalitas
antara produk fashion pakaian dan non pakaian Matahari Department Store.

Kata Kunci : service performance, relationship marketing, experiential marketing,
loyalitas.
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EFFECT OF SERVICE PERFORMANCE AND
RELATIONSHIP MARKETING ON CONSUMER LOYALTY
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ABSTRACT

This research was_conducted to analyze the: effect of service performance and
relationship marketing on consumer loyalty with experiential marketing as a
moderating variable. The population of this research is the consumers of
Matahari Department Store Purwokerto.and-the sample of this study were 100
respondents using purposive sampling technique. Analysis of the data used in this
study is the validity test, reliability test, classic assumption test, moderation
regression analysis (MRA),-.coefficient of determination, and hypothesis and
independent difference test. Instrument test results-indicate that the validity and
reliability have met the criteria. Research results using (F test) show that service
performance and relationship marketing have a significant effect on customer
loyalty and the research model can be accepted, while research results using (t
test) indicate that service performance partially has no effect on customer loyalty
and relationship marketing as a partial significant positive effect on consumer
loyalty. The moderation test results show that experiential marketing can
strengthen the relationship marketing relationship with customer loyalty,
however, it does not strengthen the relationship between service performance and
customer loyalty. The independent test results showed there were no differences in
loyalty between Matahari Department Store clothing and non-clothing fashion
products.

Keywords: service performance, relationship marketing, experiential marketing,
loyalty.
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