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MOTTO 
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PERSEMBAHAN  
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dan membanggakan ibu. 
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penulis untuk menyusun skripsi. 

3. Prof. Dr. Dra. Naili Farida, M.Si selaku dosen pembimbing 1 yang sudah 
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4. Robetmi Jumpakita Pinem, S.AB., MBA selaku dosen pembimbing 2 yang 

sudah membantu penulis dalam menyusun skripsi mulai dari ujian 

komprehensif hingga akhir. 

5. Bulan Prabawani, S.Sos., M.M., Ph.D selaku dosen wali dan dosen penguji 
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6. Dosen-dosen Administrasi Bisnis, Fakultas Ilmu Sosial dan Ilmu Politik 

Universitas Diponegoro yang telah memberikan ilmu yang bermanfaat pada 

penulis.  

7. Febry Viprioto selaku HRD Suzuki Sumber Baru Mobil Cilacap yang sudah 

membantu dalam memberikan data yang berguna bagi penulis. 
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PENGARUH CUSTOMER EXPERIENCE , BRAND TRUST , TERHADAP 

REPURCHASE INTENTION MELALUI CUSTOMER SATISFACTION 

SEBAGAI VARIABEL INTERVENING 

(Studi pada konsumen Suzuki Pick UP di Kota Cilacap) 

 

Abstraksi 

 

Suzuki Carry Pick Up sebagai mobil niaga merupakan kendaraan roda empat 

yang membantu para pelaku usaha bisnis dalam pendistribusian bahan baku hingga 

barang jadi yang secara tidak langsung juga membantu perekonomian di Negara 

Indonesia. Berdasarkan data penjualan tahun 2016 hingga tahun 2020 mengalami 

penjualan yang fluktuatif pada Carry Pick Up di kota Cilacap. Diduga Customer 

Experience, Brand Trust, Customer Satisfaction, dan Repurchase Intention menjadi 

faktor yang berpengaruh terhadap penjualan Carry Pick Up di kota Cilacap 

Tujuan penelitian untuk menganalisis hubungan antar variabel pada 

pengguna Carry Pick di Kota Cilacap dengan menggunakan tipe penelitian 

eksplanatory Research dengan mengambil sampel sebanyak 100 menggunakan 

teknik nonprobability sampling, purposive sampling yang kemudian jawaban 

responden dikumpulkan melalui angket kuesioner. Untuk analisis data 

menggunakan aplikasi Spss versi ke 26 untuk operasi Windows dan website 

kalkulator Sobel Test quantpsy.org. Hasil penelitian menyatakan ada pengaruh 

yang positif antara Customer Experience terhadap Customer Satisfaction, pengaruh 

positif antara Brand Trust terhadap Customer Satisfaction, Customer Satisfaction 

terhadap Repurchase Intention, Customer Experience terhadap Repurchase 

Intention, Brand Trust terhadap Repurchase Intention, Customer Experience 

terhadap Repurchase Intention melalui Customer Satisfaction, dan Brand Trust 

terhadap Repurchase Intention melalui Customer Satisfaction  

Berdasarkan temuan yang ada saran dari peneliti kepada Suzuki selaku 

produsen Carry Pick Up mampu memberikan, mempertahankan, dan meningkatkan 

Customer Experience, Brand Trust, dan Repurchase Intention dan Customer 

Satisfaction dalam diri konsumen agar produk dapat bertahan dan unggul dalam 

persaingan didunia bisnis khususnya di bidang otomotif. Serta menerima saran 

ataupun kritik dari konsumen agar tidak memunculkan persepsi yang negatif pada 

diri konsumen pengguna Carry Pick Up. 

 

Kata Kunci : Customer Experience, Customer Satisfaction, Brand Trust, 

Repurchase Intention 
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THE EFFECT OF CUSTOMER EXPERIENCE, BRAND TRUST, ON 

REPURCHASE INTENTION THROUGH CUSTOMER SATISFACTION AS 

INTERVENING VARIABLES 

(Study on Suzuki Pick UP consumers in Cilacap City) 

 

Abstract 

 

The Suzuki Carry Pick Up as a commercial car is a four-wheeled vehicle that 

helps business people in the distribution of raw materials to finished goods which 

indirectly also helps the economy in Indonesia. Based on sales data from 2016 to 

2020, there were fluctuating sales at Carry Pick Up in the city of Cilacap. It is 

suspected that Customer Experience, Brand Trust, Customer Satisfaction, and 

Repurchase Intention are factors that influence Carry Pick Up sales in the city of 

Cilacap. 

This study aims to analyze the effect of Customer Experience and Brand Trust 

on Repurchase Intention through Customer Satisfaction on Carry Pick users in 

Cilacap City. This study uses an explanatory research type by taking a sample of 

100 respondents with non-probability sampling and purposive sampling techniques, 

then the respondents' answers are collected through questionnaires. For data 

analysis using the 26 version of the Spss application for Windows operation and the 

Sobel Test calculator website quantpsy.org. The results of the study stated that there 

was a positive influence between Customer Experience on Customer Satisfaction, 

a positive influence between Brand Trust on Customer Satisfaction, Customer 

Satisfaction on Repurchase Intention, Customer Experience on Repurchase 

Intention, Brand Trust on Repurchase Intention, Customer Experience on 

Repurchase Intention through Customer Satisfaction, and Brand Trust on 

Repurchase Intention through Customer Satisfaction 

Based on the findings, there are suggestions from researchers to Suzuki as a 

Carry Pick Up producer to be able to provide, maintain, and improve Customer 

Experience, Brand Trust, and Repurchase Intention and Customer Satisfaction in 

consumers so that products can survive and excel in competition in the business 

world, especially in the automotive sector. As well as receiving suggestions or 

criticism from consumers so as not to create negative perceptions for consumers 

who use Carry Pick Up. 

 

Keywords: Customer Experience, Customer Satisfaction, Brand Trust, Repurchase 

Intention. 
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