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ABSTRAK

Penelitian ini bertujuan untuk mengetahui bagaimana Experiential Marketing
mempengaruhi Customer Loyalty pada Hotel Radisson Kota Batam, untuk mengetahui
bagaimana Brand Image mempengaruhi Customer Loyalty pada Hotel Radisson Kota
Batam, untuk mengetahui bagaimana Kepuasan Pelanggan mempengaruhi Loyalitas
Pelanggan pada Hotel Radisson Kota Batam, dan untuk mengetahui bagaimana
pengaruh Experiential Marketing, Brand Image, dan Customer Satisfaction terhadap
Customer Loyalty di Radisson Hotel Batam. Metode penelitian kuantitatif dengan
teknik pengumpulan data menggunakan kuesioner yang disebarkan kepada 100
responden tamu hotel Radisson Batam. Teknik analisis data menggunakan IBM SPSS
versi 29. Hasil penelitian adalah (1) Experiential Marketing berpengaruh positif dan
signifikan terhadap Customer Loyalty Hotel Radisson Kota Batam dengan nilai t
hitung 2,546> 1,985 t tabel. (2) Brand image berpengaruh positif dan signifikan
terhadap Customer Loyalty pada Hotel Radisson Kota Batam dengan nilai t hitung
1,998> 1,985 t tabel. (3) Customer loyalty berpengaruh positif dan signifikan terhadap
Customer Loyalty pada Hotel Radisson Kota Batam dengan nilai t hitung 2,000> 1,985
t tabel.(4) Experiential Marketing, Brand Image, dan Customer Satisfaction
berpengaruh positif dan signifikan terhadap Customer Loyalty Hotel Radisson Kota
Batam dengan nilai F hitung 3,784 > F tabel 2,70.

Kata Kunci : Brand Image, Customer Satisfaction, Customer Loyalty, Experiential
Marketing, Kuantitatif.



ABSTRACT

This study aims to find out how Experiential Marketing affects Customer Loyalty at
Radisson Hotels in Batam City, to find out how Brand Image affects Customer Loyalty
at Radisson Hotels in Batam City, to find out how Customer Satisfaction affects
Customer Loyalty at Radisson Hotels in Batam City, and to find out how the influence
of Experiential Marketing, Brand Image, and Customer Satisfaction on Customer
Loyalty at Radisson Hotel Batam. Quantitative research methods with data collection
techniques using questionnaires distributed to 100 respondents to Radisson Batam
hotel guests. The data analysis technique uses IBM SPSS version 29. The results of the
study are (1) Experiential Marketing has a positive and significant effect on Customer
Loyalty at the Radisson Hotel, Batam City with a t value of 2.546 > 1.985 t table. (2)
brand image has a positive and significant effect on customer loyalty at the Radisson
Hotel in Batam City with a t-count of 1.998 > 1.985 t-table. (3) customer loyalty has a
positive and significant effect on customer loyalty at the Radisson Hotel in Batam City
with a t value of 2,000> 1,985 t table. (4) Experiential Marketing, Brand Image, and
customer satisfaction have a positive and significant effect on customer loyalty at the
Radisson City Hotel Batam with a calculated F value of 3.784 > F table 2.70.

Keywords : Brand Image, Customer Satisfaction, Customer Loyalty, Experiential
Marketing, Quantitatif.
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