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ABSTRAK 

Muhammad Rifaldi R, 1910412110006, 2023. Pengaruh Customer 

Experience dan Customer Value terhadap Customer Loyalty kartu Telkomsel di 

Kota Banjarmasin, di bawah bimbingan:  Siti Rusidah. 

Penelitian ini dilakukan bertujuan menguji pengaruh secara parsial dan 

simultan variabel customer experience dan customer value terhadap customer 

loyalty kartu Telkomsel di Kota Banjarmasin. Penelitian ini menggunakan 

pendekatan kuantitatif, lokasi penelitian di Kota Banjarmasin. Sebanyak 100 

responden yang telah menggunakan kartu Telkomsel selama 1 tahun dipilih secara 

accidental sampling sebagai responden kuesioner digunakan untuk pengumpulan 

data dan analisis data menggunakan regresi linier berganda dibantu IBM SPSS 

Statistik versi 29. 

Hasil penelitian ini menunjukkan bahwa customer experience dan customer 

value terhadap customer loyalty kartu Telkomsel di Kota Banjarmasin. Customer 

experience berpengaruh signifikan secara parsial terhadap customer loyalty kartu 

Telkomsel di Kota Banjarmasin, customer value berpengaruh tidak signifikan 

secara parsial terhadap customer loyalty kartu Telkomsel di Kota Banjarmasin, 

serta, customer experience dan customer value secara simultan berpengaruh 

signifikan terhadap customer loyalty kartu Telkomsel di Kota Banjarmasin. 

Kata Kunci: Customer Experience, Customer Value, Customer Loyalty 
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ABSTRACT 

Muhammad Rifaldi R, 1910412110006, 2023. The influence of Customer 

Experience and Customer Value on Customer Loyalty for Telkomsel cards in 

Banjarmasin, under the guidance of: Siti Rusidah. 

This study was conducted to examine the partial and simultaneous influence 

of customer experience and customer value variables on Telkomsel card customer 

loyalty in Banjarmasin city. This research uses a quantitative approach, the 

research location was in Banjarmasin city as many as 100 respondents who have 

used Telkomsel cards for 1 year were selected by accidental sampling as 

respondents questionnaires were used for data collection and data analysis using 

multiple linear regression assisted by IBM SPSS Statistics version 29. 

The results of this study indicate that customer experience and customer 

value on Telkomsel card customer loyalty in Banjarmasin city. Customer 

experience has a partially significant effect on Telkomsel card customer loyalty in 

Banjarmasin city, customer value has a partially insignificant effect on Telkomsel 

card customer loyalty in Banjarmasin city, the customer experience and customer 

value simultaneously have a significant effect on Telkomsel card customer loyalty 

in Banjarmasin city. 

Keywords: Customer Experience, Customer Value, Customer Loyalty 
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