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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh brand image dan experential
marketing terhadap Customer Satisfaction di OS Hotel. Tujuan penelitian ini adalah (1)
untuk mengetahui dampak Brand image OS Hotel Batam terhadap Customer Satisfaction,
(2) untuk mengetahui pengaruh Experential Marketing terhadap Customer Satisfaction
pada OS Hotel Batam; (3) untuk mengetahui pengaruh Brand image dan Experential
Marketing secarabersama-sama berpengaruh terhadap Customer Satisfaction pada OS
Hotel Batam. Penelitian ini merupakan penelitian kuantitatif populasi yang ada pada
penelitian ini yaitu seluruh tamu yang menginap di OS Hotel Batu Aji Batam pada bulan
Juni 2021 sebanyak 1061 tamu. Teknik analisis data yang digunakan dalam penelitian ini
adalah analisis Regresi Linier Berganda. Hasil dari penelitian ini adalah (1) variabel
Brand Image (X1) mempunyai pengaruh secara signifikan pada variabel Customer
Satisfaction (Y) pada Os Hotel Batam; (2) Variabel Experential Marketing (X2)
mempunyai pengaruh secara signifikan pada variabel Customer Satisfaction (Y) pada PT
Os Hotel Batam; (3) Variabel Brand Image serta Experential Marketing secara simultan
berpengaruh secara signifikan terhadap variabel Customer Satisfaction pada PT Os Hotel
Batam. Disarankan manajemen OS Hotel Batam untuk meningkatkan kualitas pelayanan
agar dapat bersaing karena OS Hotel Batam berperan penting dalam upaya mencapai
kepuasan pelanggan. Meningkatkan penjualan dan keuntungan.

Kata Kunci: Brand Image; Experential Marketing; Customer Satisfaction
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ABSTRACT

This study aims to determine the effect of brand image and experential marketing
on Customer Satisfaction in Hotel OS. The purposes of this study were (1) to
determine the impact of the Batam Hotel OS Brand image on Customer
Satisfaction; (2) to determine the effect of Experential Marketing on Customer
Satisfaction at OS Hotel Batam, (3) to determine the influence of Brand image and
Experential Marketing together to influence Customer Satisfaction at Batam Hotel
OS. This research is a quantitative study of the population in this study, namely all
guests who stayed at OS Hotel Batu Aji Batam in June 2021 as many as 1061 guests.
The data analysis technique used in this study is Multiple Linear Regression
analysis. The results of this study are (1) the Brand Image variable (X1) has a
significant influence on the Customer Satisfaction (Y) variable at the Batam Hotel
Os; (2) Experential Marketing variable (X2) has a significant influence on
Customer Satisfaction (Y) variable at PT Os Hotel Batam; (3) Brand Image and
Experential Marketing variables simultaneously have a significant effect on the
Customer Satisfaction variable at PT Os Hotel Batam. It is recommended that OS
Hotel Batam management improve service quality in order to compete because OS
Hotel Batam plays an important role in achieving customer satisfaction. Increase
sales and profits.

Keywords: Brand Image; Experential Marketing; Customer Satisfaction
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