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PENGARUH EXPERIENTIAL MARKETING DAN SALES PROMOTION 

 TERHADAP LOYALITAS PELANGGAN MELALUI 

 KEPUASAN PELANGGAN SEBAGAI VARIABEL INTERVENING  

(Studi Pada Pelanggan Go-Ride di Semarang) 

 

ABSTRAK 

 Ride hailing adalah transportasi yang memanfaatkan platform online dengan 

menghubungkan penumpang dan pengemudi. Di Indonesia, ride hailing berkembang 

dengan pesat ditandai dengan kehadiaran layanan jasa sejenis. PT Gojek Indonesia adalah 

pioneer ride hailing dengan layanan jasa Go-Ride. Aplikasi Gojek diluncurkan pada 

Januari 2015 dengan fitur Go-Ride. Kini Gojek sudah berkembang menjadi 14 layanan 

dengan jutaan kali download disertai 2 juta mitra pengemudi  yang tersebar di 203 kota.  

 Penelitian ini bertujuan untuk mengetahui pengaruh experiential marketing dan 

sales promotion terhadap loyalitas pelanggan melalui kepuasan pelanggan Go-Ride. Ini 

adalah explanatory research, pengambilan sampel menggunakan teknik nonprobability 

sampling, metode purposive sampling. Pengumpulan data menggunakan kuesioner online 

google form. Sampel yang digunakan adalah 100 responden Go-Ride Semarang. 

Penelitian ini menggunakan analisis kuantitatif dan kualitatif dengan validitas, 

reliabilitas, koefisien korelasi, koefisien determinasi, regresi sederhana dan berganda, uji 

t, uji F, dan uji sobel. 

Hasil uji Sobel menyatakan bahwa kepuasan pelanggan mampu memediasi 

parsial antara experiential marketing dan sales promotion terhadap loyalitas pelanggan. 

Koefisien korelasi variabel experiential marketing dan sales promotion terhadap 

kepuasan pelanggan memilki hubungan yang kuat. Koefisien determinasi loyalitas 

pelanggan dapat dijelaskan senilai 53,4% oleh kepuasan pelanggan. Koefisien 

determinasi kepuasan pelanggan dapat dijelaskan senilai 60,7% oleh experiential 

marketing dan sales promotion. 
 

Kata kunci: Ride Hailing, Experiential Marketing, Sales Promotion, Kepuasan 

Pelanggan, Loyalitas Pelanggan. 

 

 

 

 

 

 



 

 

 

 

THE INFLUENCE OF EXPERIENTIAL MARKETING AND SALES 

PROMOTION ON CUSTOMER LOYALTY THROUGH  

CUSTOMER SATISFACTION AS AN INTERVENING VARIABEL  

(Case Study On Go-Ride Customers In Semarang) 

 

ABSTRACT 

 

Ride hailing is a transportation that utilizes an online platform by connecting 

passengers and drivers. In Indonesia hailing is growing rapidly marked by the presence 

of similar services. PT Gojek Indonesia is a pioneer hailing ride with Go-Ride services. 

The Gojek application was launched in January 2015 with the Go-Ride feature. Now 

Gojek has grown to 14 services with millions of downloads accompanied by 2 million 

driver partners spread across 203 cities. 

 This study aims to determine the effect of experiential marketing and sales 

promotion on customer loyalty through Go-Ride customer satisfaction. This is 

explanatory research, sampling using nonprobability sampling techniques, purposive 

sampling method. Data collection using the google form online questionnaire. The 

sample used was 100 Go-Ride Semarang respondents. This study uses quantitative and 

qualitative analysis with validity, reliability, correlation coefficient, determination 

coefficient, simple and multiple regression, t test, F test, and sobel test. 

The Sobel test results state that customer satisfaction is able to partially 

mediate between experiential marketing and sales promotion on customer loyalty. The 

correlation coefficient of experiential marketing and sales promotion variables to 

customer satisfaction has a strong relationship. The coefficient of determination of 

customer loyalty can be explained as much as 53.4% by customer satisfaction. The 

coefficient of determination of customer satisfaction can be explained worth 60.7% by 

experiential marketing and sales promotion. 

 
Keywords: Ride Hailing, Experiential Marketing, Sales Promotion, Customer Satisfaction, Costumer 

Loyalty 
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