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ABSTRAK 
Penelitian ini bertujuan untuk memahami dan menganalisis bagaimana 

experiential marketing dan service quality berpengaruh terhadap customer 
satisfaction  dan customer loyalty pada pelanggan Zozotown di kota Chiba, 
prefektur Chiba, Jepang. Penelitian ini menggunakan pendekatan kuantitatif. 
Metode pengambilan data dilakukan dengan survey menggunakan kuesioner 
sedangkan teknik analisis data dilakukan dengan analisis deskriptif  dan analisis 
partial least square (PLS) menggunakan SmartPLS 3.0. Populasi dalam penelitian 
ini adalah mahasiswa Kanda University of International Studies di kota Chiba, 
prefektur Chiba, Jepang. Sampel berjumlah 200 orang yang merupakan pelanggan 
pernah melakukan transaksi di situs web atau aplikasi Zozotown. Berdasarkan 
hasil analisis dan pembahasan dapat disimpulkan bahwa Hasil penelitian 
menunjukkan bahwa 1) experiential marketing berpengaruh positif dan signifikan 
terhadap customer satisfaction 2) experiential marketing berpengaruh positif dan 
signifikan terhadap customer loyalty 3) service quality berpengaruh positif dan 
signifikan terhadap customer satisfaction 4) service quality tidak berpengaruh dan 
tidak signifikan terhadap customer loyalty 5) customer loyalty berpengaruh positif 
dan signifikan terhadap customer satisfaction.  

Kata Kunci : Pemasaran Pengalaman, Kualitas Pelayanan, Kepuasan Pelanggan, 
Loyalitas Pelanggan 
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ABSTRACT 

This research aims is to understand and to analyze how experiential marketing 
and service quality influence to customers satisfaction and customer loyalty of 
Zozotown customer in Chiba city, Chiba prefecture, Japan. This research uses a 
quantitative approach. Data collection method is carried out by using a 
questionnaire survey while data analysis techniques are carried out by descriptive 
analysis and Partial Least Square (PLS) analysis using SmartPLS 3.0. The 
population in this research is the student of Kanda University of International 
Studies in Chiba city, Chiba prefecture, Japan. The sample is 200 people who are 
Zozotown customers and have made transaction wheter on Zozotown’s website or 
application. Based on the results of the analysis and discussion it can be 
concluded that the results showed that 1) experiential marketing has a positive and 
significant effect on customer satisfaction 2) experiential marketing has a positive 
and significant effect on customer loyalty 3) service quality has a positive and 
significant effect on customer satisfaction 4) service quality doesn’t have any 
effect and isn’t significant to customer loyalty 5) customer satisfaction has a 
positive and significant effect on customer loyalty. 

Keywords : Experiential Marketing, Service Quality, Customer Satisfaction, 
Customer Loyalty 
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