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Gina Rahmiyanthi, The Effect of Experiential Marketing and Destination Image on 

Electronic Word of Mouth with Customer Satisfaction as Mediating Variable (A Study on 

Visitors of Wisata Susur Sungai), R.R. Yulianti Prihatiningrum (Supervisor). 

Wisata Susur Sungai is one of the tourist destinations in Banjarmasin City. This 

research aims to predict the effect of experiential marketing and destination image on 

electronic word of mouth with customer satisfaction as a mediating variable. 
This research is a quantitative research with an explanatory approach. This 

research method used a questionnaire with 160 respondents. Variables in this research 

were measured using the Likert scale ranging from 1 (strongly disagree) to 5 (strongly 

agree). The data in this research were analyzed using Structural Equation Modeling 

(SEM) – Partial Least Square (PLS) using SmartPLS 3.2.9 software. 

The results of this research are concluded as follows: (1) there is a positive and 

significant effect of experiential marketing on customer satisfaction, (2) there is a positive 

and significant effect of destination image on customer satisfaction, (3) there is a positive 

and significant effect of experiential marketing on electronic word of mouth, (4) there is 

a positive and significant effect of destination image on electronic word of mouth, and (5) 

there is a positive and significant effect of customer satisfaction on electronic word of 

mouth. 
 

Keywords: experiential marketing; destination image; electronic word of mouth; 

customer satisfaction 
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ABSTRAK 

 
 

Gina Rahmiyanthi, Pengaruh Experiential Marketing dan Destination Image terhadap 

Electronic Word of Mouth dengan Customer Satisfaction sebagai Variabel Mediasi (Studi 

pada Wisatawan Susur Sungai Banjarmasin), RR. Yulianti Prihatingrum (Pembimbing). 

Wisata Susur Sungai merupakan salah satu destinasi wisata di Kota Banjarmasin. 

Tujuan dari penelitian ini adalah untuk memprediksi pengaruh experiential marketing, 

destination image, electronic word of mouth dengan customer satisfaction sebagai 

variabel intervening. 

Penelitian ini merupakan jenis penelitian kuantitatif dengan pendekatan 

explanatory research. Metode penelitian ini menggunakan kuesioner dengan jumlah 

responden sebanyak 160 orang. Pengukuran variabel menggunakan skala likert dengan 

skor dari 1 (sangat tidak setuju) hingga 5 (sangat setuju). Analisis data dalam penelitian 

ini menggunakan Structural Equation Modeling – Partial Least Squares (PLS) dengan 

bantuan perangkat lunak SmartPLS 3.2.9. 

Hasil dalam penelitian ini disimpulkan sebagai berikut: (1) terdapat pengaruh 

positif dan signifikan experiential marketing terhadap customer satisfaction, (2) terdapat 

pengaruh positif dan signifikan destination image terhadap customer satisfaction, (3) 

terdapat pengaruh positif dan signifikan experiential marketing terhadap electronic word 

of mouth, (4) terdapat pengaruh positif dan signifikan destination image terhadap 

electronic word of mouth, (5) terdapat pengaruh positif dan signifikan customer 

satisfaction terhadap electronic word of mouth. 

 

Kata Kunci: experiential marketing; destination image; electronic word of mouth; 

customer satisfaction 
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