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ABSTRAK

Tujuan dari penelitian ini yaitu untuk mengetahui apakah customer
experience dan service quality dapat memengaruhi word of mouth yang dimediasi
oleh customer satisfaction pada hotel Bobobox. Metode yang digunakan dalam
penelitian ini merupakan penelitian kuantitatif dengan teknik pengambilan sampel
yang digunakan vyaitu non probability sampling, dengan metode purposive
sampling. Hasil penelitian ini menunjukkan bahwa customer experience tidak
memiliki pengaruh terhadap word of mouth, tetapi service quality berpengaruh
terhadap word of mouth, customer experience berpengaruh terhadap customer
satisfaction, service quality berpengaruh terhadap customer satisfaction, customer
satisfaction berpengaruh terhadap word of mouth, customer satisfaction dapat
memediasi hubungan antara customer experience dan word of mouth, customer
satisfaction dapat memediasi hubungan antara service quality terhadap word of

mouth.

Kata Kunci: customer experience, service quality, word of mouth, customer

satisfaction.



ABSTRACT

The purpose of this research is to determine whether customer experience
and service quality can affect word of mouth mediated by customer satisfaction at
Bobobox hotel. The method used in this research is quantitative research with the
sampling technique used, namely non probability sampling, with purposive
sampling method. The results in this research indicate that customer experience
has no effect on word of mouth, but service quality affects word of mouth, customer
experience affects customer satisfaction, service quality affects customer
satisfaction, customer satisfaction affects word of mouth, customer satisfaction can
mediate the relationship between customer experience and word of mouth,
customer satisfaction can mediate the relationship between service quality and

word of mouth.

Keywords: customer experience, service quality, word of mouth, customer

satisfaction.
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