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ABSTRACT

Khalishah, Nurul (2023). The Effect of Experiential Marketing and Viral Marketing
towards Customer Loyalty Through Customer Satisfaction on Skincare
Sustainability Avoskin Users. Management Studies Program. Faculty of Economic
and Business. Lambung Mangkurat Universitiy. Advisor: Siti Aliyati Al Bushairi.

This study aims to determine and analyze: (1) the effect of experiential
marketing towards customer satisfaction, (2) the effect of viral marketing towards
customer satisfaction, (3) the effect of customer satisfaction towards customer
loyalty, (4) the influence of experiential marketing towards customer loyalty, (5)
the effect of experiential marketing towards customer loyalty, (6) the effect of
experiential marketing towards customer loyalty through customer satisfaction, (7)
the effect of viral marketing towards customer loyalty through customer
satisfaction.

This type of research is quantitive research. The population were skincare
sustainability Avoskin users in Banjarmasin whom over 18 years and at least has
purchased 2 Avoskin products. The number of samples in this study were 128
respondents using a purposive sampling technique. Data that has been collected
through a questionnaire and analyzed using SEM-PLS (Structural Equation
Modeling-Partial Least Square) analysis techniques.

The results of study has found (1) experiential marketing has a positive and
significant effect towards customer satisfaction, (2) viral marketing has a positive
and significant effect towards customer satisfaction, (3) customer satisfaction has
a positive and significant effect towards customer loyalty, (4) experiential
marketing has a positive and significant effect towards customer loyalty, (5) viral
marketing has a no significant effect towards customer loyalty, (6) experiential
marketing has a positive and significant effect towards customer loyalty through
customer satisfaction, (7) viral marketing has a positive and significant effect
towards customer loyalty through customer satisfaction.

Keywords: Experiential Marketing, Viral Marketing, Customer Loyalty,
Customer Satisfaction
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ABSTRAKSI

Khalishah, Nurul (2023). Pengaruh Experiential Marketing dan Viral Marketing
Terhadap Customer Loyalty Melalui Customer Satisfaction pada Pengguna
Skincare Sustainability Avoskin. Program Studi Manajemen. Fakultas Ekonomi
dan Bisnis. Universitas Lambung Mangkurat. Pembimbing: Siti Aliyati Al
Bushairi.

Penelitian ini bertujuan untuk mengetahui dan menganalisis: (1) pengaruh
experiential marketing terhadap customer satisfaction, (2) pengaruh viral
marketing terhadap customer satisfaction, (3) pengaruh customer satisfaction
terhadap customer loyalty, (4) pengaruh experiential marketing terhadap customer
loyalty, (5) pengaruh viral marketing terhadap customer loyalty, (6) pengaruh
experiential marketing terhadap customer loyalty melalui customer satisfaction, (7)
pengaruh viral marketing terhadap customer loyalty melalui customer satisfaction.

Jenis penelitian ini berupa penelitian kuantitatif. Populasi dan sampel dalam
penelitian ini adalah pengguna produk skincare Avoskin berusia minimal 18 tahun,
pernah menggunakan Avoskin minimal 2 kali. Jumlah sampel pada penelitian ini
sebanyak 128 responden dengan menggunakan teknik purposive sampling. Data
yang telah dikumpulkan melalui kuesioner, dianalisis menggunakan teknis analisis
SEM-PLS (Struktural Equation Modeling-Partial Least Square).

Hasil penelitian ini menunjukkan bahwa (1) experiential marketing
berpengaruh positif dan signifikan terhadap customer satisfaction, (2) viral
marketing berpengaruh positif signifikan terhadap customer satisfaction, (3)
customer satisfaction berpengaruh positif dan signifikan terhadap customer loyalty,
(4) experiential marketing berpengaruh positif dan signifikan terhadap customer
loyalty, (5) viral marketing tidak berpengaruh signifikan terhadap customer loyalty,
(6) experiential marketing berpengaruh positif dan signifikan terhadap customer
loyalty melalui customer satisfaction, (7) viral marketing berpengaruh positif dan
signifikan terhadap customer loyalty melalui customer satisfaction.

Kata Kunci: Experiential Marketing, Viral Marketing, Customer Loyalty,
Customer Satisfaction
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