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Abstract: The purpose of this research is to know the influence of Customer Experience and Service Quality on 
Customer Satisfaction that has an impact on Customer Loyalty. The respondents were customers of pt’s new 
company. Thanks to Copyright Creations. This method is SEM (Structural Equation Modelling) method used 
as data analysis technique, SmartPLS v 3.2.6 program is used to analyze data obtained after research. The 
results of this study showed that customers did not experience a significant increase and many customers did 
not return. 

1 INTRODUCTION 

With the development of the times, AC (Air 
Conditioner) becomes a technology that provides 
comfort in life enjoyed by many people, especially in 
the middle to upper class, so that assessing air 
conditioning is one of the basic needs that can not be 
ignored. AC is an air conditioner that is able to 
condition the air in the room and provide a 
comfortable effect for the body (Putra and Arianto, 
2017). The air conditioner has different air refresh so 
have to adjust to the capacity of the room. Air refresh 
is a process of cooling the air so that it can reach the 
temperature and humidity that is in accordance with 
the required air conditions of a certain room (Ridhuan 
and Rifai, 2017). With economic growth in Indonesia 
led to many new building construction such as office 
buildings and residences, which require air 
conditioning to add comfort facilities as air 
conditioning 

However, there is a phenomenon where the 
condition of building and residential development 
increases which should provide great opportunities to 
PT. Berkat Cipta Kreasi but not on sales data from 
PT. Berkat Cipta Kreasi fluctuating which the level of 
curve obtained is unstable. To examine the sales 
curve, data was taken during the 3-year sales period 
starting from 2017 to 2019. Based on the data 
obtained can deduce many of pt customers. Thanks to 

Cipta Kreasi in 2017 there are 80 companies that have 
made transactions with PT. Berkat Cipta Kreasi in 
2018 showed a lot of decline because many of the AC 
users did not return to make transactions with PT. 
Berkat Cipta Kreasi. The data shows that there are 
only 72 companies that conduct transactions with PT. 
Berkat Cipta Kreasi and in 2019 showed that there has 
been a lot of increase in the number of new customers 
and subscribers who have subscribed, there are 95 
companies that conduct transactions with P PT. 
Berkat Cipta Kreasi. It can be seen from the table the 
larger number of existing customers compared to new 
customers. Customers did not experience a 
significant increase and many customers did not 
return to use PT’s services. Thanks to Copyright 
Creations. PT. Berkat Cipta Kreasi especially new 
company customers face a fairly tight market so many 
customers do not make a return transaction. There are 
potential customers who will reuse the services of PT. 
Berkat Cipta Kreasi. 

To find out the phenomenon of new customers 
related then the author pre-test the new company 
customers who have done transactions at PT. Berkat 
Cipta Kreasi by disseminating the author’s 
questionnaire using 30 respondents from PT 
customers. Thanks to Cipta Kreasi, a study is 
considered feasible if using a sample of between 30 
to 500 respondents (Evangelos and Yannis, 2010). 
One of the factors that will be discussed further by 
using pre-test is about Service Quality which shows 
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33% of the influence of customer factors do not make 
transactions again. From this service quality can be 
formed customer satisfaction, and finally if customer 
satisfaction occurs over and over again then customer 
loyalty is formed (Budiono and Sondang, 2014).  

Based on the pre-test results for the first question 
about the quality of service that affects customers to 
make transactions back at PT. Berkat Cipta Kreasi. 
Data shows 60% percent of 30 respondents say that 
the quality of service offered by an air conditioning 
company affects customers in choosing an air 
conditioner. After obtaining the data, validity tests 
and reliability tests showed that the data was valid 
which was calculated at 0.916 > 0.3610 r table and 
the reliabel calculated by Cronbarch’s Alpha showed 
a known number of 0.946 minimum limit of 0.9. 

And the pre-test results for the second question 
explain that the customer experience after getting the 
service from PT. Berkat Cipta Kreasi affects 
customer return transactions. The data showed that 
30% of 30 respondents said it was very affecting and 
26.7% of 30 respondents said it affected if they had a 
good experience after receiving services from PT. 
Berkat Cipta Kreasi. 

After obtaining the data, a validity test and 
reliability test were conducted indicating that the data 
was valid which was calculated at 0.905  >0.3610 r 
table and the reliabel calculated by Cronbarch’s 
Alpha showed a known 0.970 number of the 
minimum limit of 0.9. Based on the study, pre-test 30 
respondents to see if the quality of service affects 
customers to make transactions, then obtained results 
about Service Quality.  

Berkat Cipta Kreasi. Based on the background 
that has been described by the author, this study will 
discuss about the Analysis of the Influence of 
Customer Experience (Customer Experience) and 
Service Quality (Service Quality) on Customer 
Satisfaction (Customer Satisfaction) which has an 
impact on Customer Loyalty (AC Customer Loyalty) 
in PT. Berkat Cipta Kreasi.  

2 METHOD 

This research is quantitative. The data obtained for 
this study are primary data and secondary data. The 
method for collecting data is a questionnaire using the 
Likert scale with a statement on a 5-point scale that 
provides an explanation of the level of respondents’ 
results listed in the book Research Methods for 
Business (Budiaji, 2013). And the researchers did a 
data analysis. Data analysis will be validity test, 
reliability test, normality test, multicollinearity test, 

heteroscedasticity test, and some linear regression 
analysis. The population in this study is a new 
customer of PT. Berkat Cipta Kreasi by distributing 
questionnaires to consumers who have used services 
or used ac products from PT. Berkat Cipta Kreasi as 
a great comparison of the number of old customers 
compared to new customers PT. Berkat Cipta Kreasi 
In sampling using sampling method with systematic 
random sampling, which is intended to select samples 
that represent the population according to the criteria 
that have been set. The time horizon used is Cross 
Sectional and the method used is Structural Equation 
Modelling (SEM) PLS (Hoyyi and Santoso). 

T(1) : To know there is an influence between 
Customer Experience and Customer Satisfaction of 
PT customers. Thanks to Copyright Creations. 

T(2) : To know there is an influence between 
Customer Experience and Customer Loyalty on PT 
customers. Thanks to Copyright Creations. 

T(3) : To know there is an influence between 
Customer Satisfaction and Customer Loyalty on PT 
customers. Thanks to Copyright Creations. 

T(4) : To know there is an influence between 
Customer Experience and Customer Satisfaction on 
Customer Loyalty on PT customers. Thanks to 
Copyright Creations. 

T(5) : To know there is an influence between 
Service Quality and Customer Satisfaction on PT 
customers. Thanks to Copyright Creations. 

T(6) : To know there is an influence between 
Service Quality and Customer Loyalty on PT 
customers. Thanks to Copyright Creations. 

T(7) : To know there is an influence between 
Service Quality and Customer Satisfaction on 
Customer Loyalty on PT customers. Thanks to 
Copyright Creation. 

T(8) : To know there is an influence of Customer 
Experience and Service Quality to Customer Loyalty 
through Customer Service at PT. Berkat Cipta Kreasi. 

T(8) : To know there is an influence of Customer 
Experience and Service Quality to Customer Loyalty 
through Customer Service at PT. Berkat Cipta Kreasi. 

 
Figure 1: Hypotheses. 
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3 RESULT AND DISCUSSION 

PT. Berkat Cipta Kreasi is a legal entity established 
in Jakarta as a Mechanical and Electrical 
Construction Services Company, with a deed of 
establishment dated 23-09- 2015, No.145 made by 
Mrs. Mellyani Noor Sandra, Bachelor of Law, Notary 
in West Jakarta. In accordance with the Decree of the 
Minister of Law and Human Rights No: AHU – 
2457977.AH.01.01.TAHUN.2015. 

To date, projects have been handled by PT. Berkat 
Cipta Kreasi can be completed immediately on 
schedule, on a budget and according to the wishes of 
the clients. Under the leadership of professional 
management, PT. Berkat Cipta Kreasi has worked on 
various types of projects including high-risk building 
projects, government projects, banking, universities, 
industry, commercial, malls, hotels, apartments and 
housing.  

PT. Berkat Cipta Kreasi to be an Air Conditioner 
company, Mechanical and Electrical Construction 
Services are strong in competition so as to provide 
welfare to employees, managers, shareholders and 
other stake holders through good corporate 
governance. 

The company’s objectives are guided by the 
results achieved, commitment and trust, the company 
can grow through good planning, communication and 
teamwork. The Company dedicates all efforts and 
capabilities to provide satisfaction to clients in order 
to create trust and good credibility between PT. 
Berkat Cipta Kreasi with clients. 

4 CONCLUSION AND 
SUGGESTION 

Based on the results of research and discussion 
conducted can be concluded: 

• Customer Experience will have a positive 
impact for PT. Berkat Cipta Kreasi because it 
will increase Customer Satisfaction.  

• Customer Experience that will give a mana 
impact for the company PT. Berkat Cipta Kreasi 
for the increase in Customer Loyalty. 

• Customer Satisfaction will have a positive 
impact for PT. Berkat Cipta Kreasi because it 
will increase Customer Loyalty. 

• Customer Experience will have a positive 
impact for PT. Berkat Cipta Kreasi because it 
will increase Customer Satisfaction which will 

have a positive impact also on Customer 
Loyalty. 

• No influence of Service Quality will have an 
impact on PT. Berkat Cipta Kreasi to improve 
Customer Satisfaction. 

• Service Quality will have a positive impact for 
PT. Berkat Cipta Kreasi because it will increase 
Customer Loyalty.  

• That there is no influence of Service Quality that 
will have an impact for PT. Berkat Cipta Kreasi 
to increase Customer Satisfaction which will 
have an impact for Customer Loyalty. 

• Service Quality and Customer Experience have 
a positive influence through Customer 
Satisfaction which will give a positive impact to 
improve Customer Loyalty in PT customers. 
Thanks to Copyright Creations. 

• Service Quality and Customer Experience have 
a positive influence through Customer 
Satisfaction which will give a positive impact to 
improve Customer Loyalty on PT customers. 
Thanks to Copyright Creations simultaneously 
or entirely from the variables of this study.  

REFERENCES 

Ann, A., Alfa, G., Rachmatin, D., & Agustina, F. (2017). 
Analisis Pengaruh Faktor Keputusan Konsumen 
Dengan Structural Equation Modeling Partial Least 
Square, 5(2), 59–71. 

Azhari, M. I., Fanani, D., & Mawardi, M. K. (2015). 
Pengaruh Customer Experience Terhadap Kepuasan 
Pelanggan Dan Loyalitas Pelanggan (Survei pada 
Pelanggan KFC Kawi Malang). Jurnal Administrasi 
Bisnis, 28(1), 1–6. 

Buchari, A. (2012). Manajemen Pemasaran dan Pemasaran 
Jasa 

Budiono, R., & Sondang, Y. (2014). Pengaruh Service 
Quality Terhadap Loyalitas Pelanggan Dengan 
Customer Satisfaction Sebagai Variabel Intervening 
Pada Ritel Bioskop The Premiere Surabaya. Jurnal 
Manajemen Pemasaran Petra, 2(1), 1–7 

Budiono, R., Sondang, Y., Si, S., Sc, M., Pemasaran, P. M., 
Petra, U. K., & Siwalankerto, J. (2014). Pengaruh 
Service Quality Terhadap Loyalitas Pelanggan Dengan 
Customer Satisfaction Sebagai Variabel Intervening 
Pada Ritel Bioskop The Premiere Surabaya, 2(1), 1–7 

Buttle, F., & Maklan, S. (2015). Customer Relationship 
Management Concepts And Technologies. 

C. Bhattacharya. (2006). Service Marketing: Concepts, 
Planning and Implementation. 

Darmawan, D. (2014). Metode Penelitian Kuantitatif, 
(Bandung: PT. Ramaja Posdakarya), 144. 

Dr. K. Karunakaran. (2014). Service Marketing. 

ICRI 2021 - International Conference on Recent Innovations

72



Evangelos, G., & Siskos Yannis. (2010). Customer 
Satisfaction Evaluation: Methods for Measuring and 
Implementing Service Quality.  

Febriansyah, A., & Dwinita, D. (2016). Jurnal Riset 
Akuntansi, VIII(2). 

Greenberg, P. (2010). Customer Relationship Management 
Social CRM Strategies, Tools and Techniques for 
Engaging Your Customers. 

Hakam, M., Sudarno, & Hoyyi, A. (2015). Analisis Jalur 
Terhadap Faktor-Faktor Yang Mempengaruhi Indeks 
Prestasi Kumulatif (Ipk) Mahasiswa Statistika Undip. 
Jurnal Gaussian, 4(23), 301–316. https://doi.org/10.15 
797/concom.2019..23.009 

Handayani, M. (2019). Metodologi Penelitian Akuntansi 
(Bagi Pendidikan Vokasi). 

Hill, N., & Alexander, J. (2006). The Handbook of 
Customer Satisfaction and Loyalty Measurement. 

Hill, N., Brierley, J., & MacDougall, R. (2017). How to 
Measure Customer Satisfaction.  

Hoyyi, A., & Santoso, R. (2017). Analisis Kepuasan 
Masyarakat Terhadappelayanan Publik Menggunakan 
Pendekatan Partial Least Square (PLS) (Studi Kasus: 
Badan Arsip dan Perpustakaan Daerah Provinsi Jawa 
Tengah), 6.  

Hutt, D. michael, & speh, w thomas. (2010). Business 
Marketing Management. 

Imran, H. A. (2012). Peran pemahaman variabel dalam 
penelitian komunikasi pendekatan kuantitatif. Insani, 
2(13), 63–71. 

Jones, E., & Haven-Tang, C. (2005). Tourism SMEs, 
Service Quality, and Destination Competitiveness. 
Keller, K. (2016). Marketing Management.  

Kementrian Koordinator Bidang Perekonomian. (2019). 
Perekonomian Indonesia.  

Kiswandari, A., Dharmastiti, R., & Wijaya, A. R. (2016). 
Pengembangan Kuesioner Untuk Mengevaluasi 
Usabilitas E-Learning. Jurnal Ergonomi Indonesia, 
2(1), 1–8. https://doi.org/10.1017/CBO97811074153 
24.004 

Kotler, P., & Amstrong, G. (2014). Principles of Marketing 
(15th Editi).  

Kruger, F. (2015). The Influence of Culture and Personality 
on Customer Satisfaction: An Empirical Analysis 
Across Countries. 

Kumar, V., & Reinartz, W. (2015). Customer Relationship 
Management Concept, Strategy and Tools. 

Lampengan, P., Massie, J. D. D., & Roring, F. (2019). Beli 
Pengguna Online Shop Zalora Pada Mahasiswa 
Fakultas The Influence Of Consumer Motivation, 
Trust, And Attitude To Buying Interest Of Users Zalora 
Online Shop, Students Of Faculty Of Economics And, 
7(4).  

Natalia, G. M. J. Y. R. (2019). Customer Loyalty and Brand 
Management. 

Peelen, E., & Beltman, R. (2013). Customer Relationship 
Management (2nd ed.).  

Putra, J., & Arianto, S. (2017). Pengaruh Customer 
Satisfaction, Brand Trust, dan Customer Feedback 
Terhadap Customer Loyalty Pada Perusahaan Mobil 
Suzuki. Jurnal Al-Qardh, 1(1), 50–60. https://doi.org/ 

10.23971/jaq.v1i1.629 Putra, R. C., & Abrar, M. 
(2016). Perencanaan Instalasi Sistem Air Conditioner 
Tipe Vrf Pada Gedung Perkantoran Enam Lantai Untuk 
Mendukung Program Green Building, 9. 

Rai, K. A., & Srivastava, M. (2014). Customer Loyalty : 
Concept, Context and Character.  

Ridhuan, K., & Rifai, A. (2017). Analisa Kebutuhan Beban 
Pendingin Dan Daya Alat Pendingin Ac Untuk Aula 
Kampus 2 Um Metro. Abstrak, 2, 0–5. 

Rundle, E., & Waller, T. (2011). Marketing.  
Schiffman, G. L., & Wisenblit, L. J. (2014). Consumer 

Behavior. 
Seligman, J. (2019). Customer Experience Management - 

The Experiential Journey.  
Soewanto, A., & Andreani, F. (2019). Pengaruh Marketing 

Mix terhadap Keputusan Pembelian Konsumen di 
Warung Gudeg Bu Yul Surabaya. Agora, 7(2), 287213.  

Sofjan, A. (2013). Manajemen Pemasaran Dasar Konsep. 
Srihadi, Hartoyo, Sukandar, & Maulana. (2016). A 
Model of Service Marketing in Port Services: Empirical 
Study in PT Pelabuhan Indonesia II (Persero), Tanjung 
Priok Branch. ASEAN Marketing Journal, (1), 18-28.  

Sulayman, M., & Ernawati, E. (2013). Pengaruh Dimensi 
Service Quality Terhadap Customer Satisfaction Serta 
Pengaruh Customer Satisfaction dan Trust Terhadap 
Customer Loyalty BCA di Surabaya. CALYPTRA: 
Jurnal Ilmiah, 1(1), 1–23. Retrieved from http://journal. 
ubaya.ac.id/index.php/jimus/article/view/75  

Sunder, V. K. (2011). Outsourcing and Customer 
Satisfaction.  

Tanujaya, C. (2017). Perancangan Standart Operational 
Procedure Produksi Pada Perusahaan Coffeein.  

Jurnal Manajemen Dan Start-Up Bisnis, 2(1), 91–95.  
Villani, I. (2019). Transform Customer Experience. John 

Wiley & Sons Australia, Ltd.  
Weksi Budiaji. (2013). Skala Pengukuran Dan Jumlah 

Respon Skala Likert (The Measurement Scale and The 
Number of Responses in Likert Scale). Jurnal Ilmu 
Pertanian Dan Perikanan, 2(2), 127–133. 6 Page. 

Wirtz, J., Chew, P., & Lovelock, C. (2012). Essentials of 
Service Marketing. 

The Effect of Customer Experience and Service Quality on Customer Satisfaction on Customer Loyalty

73


