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Analisis Pengaruh Terhadap Customer Experience Dalam 

Meningkatkan Kepuasan dan Loyalitas Konsumen Pada Bisnis Kuliner 

(Studi Kasus Kopi Nako Summarecon Bekasi) 

 
ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis pengaruh Customer Experience (𝑋1) dan 

Kepuasan Pelanggan (𝑋2) terhadap Loyalitas Konsumen (𝑌) pada Kopi Nako 

Summarecon Bekasi, baik secara parsial maupun simultan. Latar belakang 

penelitian didasari oleh ketidakkonsistenan kualitas pelayanan di tengah tingginya 

ekspektasi konsumen bisnis kuliner. Penelitian ini menggunakan pendekatan 

kuantitatif dengan menyebarkan kuesioner kepada 100 responden konsumen yang 

dipilih melalui teknik probability sampling dengan metode simple random 

sampling. Analisis data dilakukan menggunakan analisis regresi linear berganda 

berbantuan software SPSS versi 26. Hasil analisis menunjukkan persamaan regresi 

𝑌 = 0,394 + 0,587𝑋1 + 0,280𝑋2 + 𝑒. Secara parsial, Customer Experience 

berpengaruh positif dan signifikan terhadap Loyalitas Konsumen (t hitung = 5,309; 

Sig. = 0,000), begitu pula Kepuasan Pelanggan (t hitung = 2,739; Sig. = 0,007). 

Secara simultan, kedua variabel berpengaruh positif dan signifikan terhadap 

Loyalitas Konsumen (F hitung = 55,913; Sig. = 0,000). Nilai Adjusted R Square 

sebesar 0,526 membuktikan bahwa kedua variabel independen menjelaskan 52,6% 

variasi loyalitas konsumen, dengan Customer Experience sebagai determinan paling 

dominan. Manajemen Kopi Nako perlu mempertahankan keunikan konsep serta 

memperkuat konsistensi pelayanan staf guna memelihara loyalitas konsumen. 

 

Kata kunci: customer experience, kepuasan pelanggan, loyalitas konsumen, bisnis 

kuliner, analisis regresi 
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ANALYSIS OF THE EFFECT OF CUSTOMER EXPERIENCE IN 

INCREASING CUSTOMER SATISFACTION AND CUSTOMER LOYALTY 

IN CULINARY BUSINESS 

 

(A CASE STUDY OF KOPI NAKO SUMMARECON BEKASI) 

 

ABSTRACT 

This study aims to analyze the effect of Customer Experience (𝑋1) and Customer 

Satisfaction (𝑋2) on Customer Loyalty (𝑌) at Kopi Nako Summarecon Bekasi, both 

partially and simultaneously. The research is driven by service quality 

inconsistencies amid rising culinary consumer expectations. This study employed a 

quantitative approach by administering questionnaires to 100 consumers selected 

via probability sampling using simple random sampling. Multiple linear regression 

analysis was performed using SPSS version 26. The results yielded the regression 

equation 𝑌 = 0.394 + 0.587𝑋1 + 0.280𝑋2 + 𝑒. Partially, Customer Experience has 

a positive and significant effect on Customer Loyalty (𝑡-value = 5.309; Sig. = 0.000), 

as does Customer Satisfaction (𝑡-value = 2.739; Sig. = 0.007). Simultaneously, both 

variables significantly influence Customer Loyalty (𝐹-value = 55.913; Sig. = 

0.000). The Adjusted R Square value of 0.526 confirms that the independent 

variables explain 52.6% of the variance in customer loyalty, with Customer 

Experience being the most dominant determinant. Management must maintain 

spatial concept distinctiveness and enhance staff service consistency to sustain 

customer loyalty. 

 

Keywords: customer experience, customer satisfaction, customer loyalty, culinary 

business, regression analysis 
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