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ABSTRAK

Benny Hikmat Thsan (1505910), “Pengaruh Customer Delight terhadap Customer
Loyalty (Survei Terhadap Pengguna Smartphone XIAOMI di Indonesia)” dibawah
bimbingan Prof. Dr. H. Agus Rahayu, M.P. dan Dr. Puspo Dewi Dirgantari, S.Pd.,
MT, MM.

Customer Delight menjadi acuan dari kepuasan konsumen yang tidak hanya tercipta
dari produk atau jasa yang sesuai dengan kebutuhan dan keinginan konsumen atau
pelanggan. Oleh karena itu kepuasan pelanggan harus menjadi tujuan utama bagi
perusahaan

Penelitian ini bertujuan untuk mengukur pengaruh Customer Delight terhadap
Customer Loyalty (survei pada pengguna smartphone XIAOMI di Indonesia). Data
primer dikumpulkan melalui penyebaran kuesioner kepada 200 responden yang
menggunakan smarphone XIAOM. Analisis data yang digunakan SEM (Structural
Equation Model) dengan software AMOS for windows. Penelitian ini terdiri dari 32
butir pernyataan. Hasil penelitian menunjukan bahwa terdapat pengaruh positif dan
signifikan customer delight terhadap customer loyalty. Dari variabel independen yang
digunakan dalam penelitian ini, dihasilkan bahwa customer delight memberikan

pengaruh besar terhadap customer loyalty.

Kata kunci: customer loyalty, customer delight
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ABSTRACT

Benny Hikmat Thsan (1505910), "The Influence of Customer Delight on Customer
Loyalty (Survey of XIAOMI Smartphone Users in Indonesia)" under the guidance of
Prof. Dr. H. Agus Rahayu, M.P. and Dr. Puspo Dewi Dirgantari, S.Pd., MT, MM.
Customer Delight is a reference for consumer satisfaction which is not only created
from products or services that are in accordance with the needs and desires of
consumers or customers. Therefore, customer satisfaction must be the main goal for
the company

This study aims to measure the effect of Customer Delight on Customer Loyalty (a
survey of XIAOMI smartphone users in Indonesia). Primary data was collected by
distributing questionnaires to 200 respondents using XIAOM smartphones. Data
analysis used SEM (Structural Equation Model) with AMOS software for windows.
This study consists of 32 items of statements. The results showed that there was a
positive and significant effect of customer delight on customer loyalty. From the
independent variables used in this study, it was found that customer delight had a

major influence on customer loyalty.

Keywords: customer loyalty, customer delight
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