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ABSTRAK 

Perkembangan teknologi yang semakin pesat memberikan pengaruh kepada 

kehidupan manusia di segala bidang. Di era perkembangan teknologi masyarakat 

Indonesia merubah gaya hidupnya, salah satunya terkait cara bertransaksi. Cara 

bertransaksi yang awalnya menggunakan uang atau alat pembayaran tunai, saat ini 

mulai berganti dengan tren cashless. Para pelaku bisnis, khususnya penyedia layanan 

operator selular melakukan terobosan dengan menggabungkan fungsi ponsel dengan 

dompet, menyadari bahwa ponsel merupakan alat yang selalu dibawa oleh masyarakat 

selain dompet. Dari terobosan tersebut menciptakan suatu ide, sehingga lahirlah suatu 

bentuk terbaru dari pembayaran elektronik yang disebut dengan  layanan mobile wallet. 

Salah satu perusahaan mobile wallet yang ada di Indonesia adalah LinkAja. 

Tujuan penelitian ini adalah untuk mengetahui pengaruh Customer Experience 

(X), terhadap Loyalitas Pelanggan (Y) melalui Kepuasan Pelanggan (Z) (studi pada 

masyarakat Semarang pengguna LinkAja). Tipe penelitian ini adalah explanatory 

research. Jumlah sampel yang diambil sebanyak 100 responden, yang merupakan 

pengguna LinkAja. Teknik pengambilan sampel menggunakan teknik nonprobability 

sampling. Pada analisis data menggunakan uji validitas, reliabilitas, koefisien korelasi, 

koefisien determinasi, analisis regresi linier sederhana, uji t dan analisis sobel dengan 

menggunakan software SPSS 25.0 for Windows. 

Hasil dan pembahasan menunjukkan jika variabel customer experience memiliki 

kategorisasi baik, kepuasan pelanggan memiliki kategorisasi puas, dan loyalitas 

pelanggan memiliki kategorisasi loyal. Terdapat pengaruh customer experience 

terhadap kepuasan pelanggan dengan nilai t hitung (19,584) > t tabel (1,984), terdapat 

pengaruh kepuasan pelanggan terhadap loyalitas pelanggan dengan nilai t hitung 

(10,120) > t tabel (1,984), terdapat pengaruh customer experience terhadap loyalitas 

pelanggan dengan nilai t hitung (9,327) > t tabel (1,984). Saran dalam penelitian ini 

adalah LinkAja perlu meningkatkan customer experience dan kepuasan pelanggan 

sehingga dapat meningkatkan loyalitas pelanggannya. 

 

Kata Kunci : Customer Experience, Kepuasan Pelanggan, Loyalitas Pelanggan 
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THE EFFECT OF CUSTOMER EXPERIENCE ON CUSTOMER LOYALTY 

THROUGH CUSTOMER SATISFACTION AS AN INTERVENING VARIABLE 

(Study of The People of Semarang LinkAja Users) 

   

ABSTRACT 

The rapid development of technology has an impact on human life in all fields. 

In the era of technological developments, Indonesian people have changed their 

lifestyle, one of which is related to how to transact. The way of transacting, which 

initially used money or cash payment instruments, is now starting to change with the 

cashless trend. Business people, especially cellular operator service providers, have 

made a breakthrough by combining the functions of mobile phones with wallets, 

realizing that mobile phones are tools that people always carry with them other than 

wallets. From this breakthrough, an idea was created, so that a new form of electronic 

payment was born, called a mobile wallet service. One of the mobile wallet companies 

in Indonesia is LinkAja. 

The purpose of this study was to determine the effect of Customer Experience (X), 

on Customer Loyalty (Y) through Customer Satisfaction (Z) (study of the people of 

Semarang LinkAja users). This type of research is explanatory research. The number 

of samples taken was 100 respondents, who were LinkAja users. The sampling 

technique used was non-probability sampling technique. In data analysis using 

validity, reliability, correlation coefficient, coefficient of determination, simple linear 

regression analysis, t test and Sobel analysis using SPSS 25.0 software for Windows. 

The results and discussion show that the customer experience variable has a 

good categorization, customer satisfaction has a satisfied categorization, and customer 

loyalty has a loyal categorization. There is an influence of customer experience on 

customer satisfaction with a value of t count (19,584) > t table (1,984), there is an 

influence of customer satisfaction on customer loyalty with a value of t count (10,120) 

> t table (1,984), there is an influence of customer experience on customer loyalty by 

value of t count (9.327) > t table (1.984). The suggestion in this study is that LinkAja 

needs to improve customer experience and customer satisfaction so that it can increase 

customer loyalty. 

 

Keywords: Customer Experience, Customer Satisfaction, Customer Loyalty   
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