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ABSTRAK 

Pe$ne$litian ini be$rtujuan untuk me$nguji pe$ngaruh se$cara parsial dan 

simultan dari variabe$l kualitas pe$layanan se$rta custome$r e$xpe$rie$nce$ te$rhadap 

ke$puasan pe$langgan pada Supe$rmarke$t Hakiki di Singaraja. Pe$ne$litian ini 

me$nggunakan me$tode$ kuantitatif de$ngan pe$nde$katan asosiatif. Pe$ngambilan 

sampe$l dilakukan me$lalui me$tode$ non-probability sampling de$ngan te$knik 

purposive$ sampling. Data dikumpulkan me$lalui kue$sione$r yang dibe$rikan se$cara 

langsung ke$pada re$sponde$n. De$ngan jumlah 130 re$sponde$n dan diukur 

me$nggunakan skala like$rt. Analisis data me$nggunakan re$gre$si line$ar be$rganda 

de$ngan bantuan program SPSS ve$rsi 25. Pe$ngujian hipote$sis hasil pe$ne$litian 

me$nunjukkan bahwa (1) kualitas pe$layanan dan custome$r e$xpe$rie$nce$ be$rpe$ngaruh 

signifikan te$rhadap ke$puasan pe$langgan Supe$rmarke$t Hakiki. (2) kualitas 

pe$layanan be$rpe$ngaruh positif dan signifikan te$rhadap ke$puasan pe$langgan 

Supe$rmarke$t Hakiki, (3) custome$r e$xpe$rie$nce$ be$rpe$ngaruh positif dan signifikan 

te$rhadap ke$puasan pe$langgan Supe$rmarke$t Hakiki. 
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Abstract 

This research aims to examine the partial and simultaneous effects of 

service quality variables and customer experience on customer satisfaction at 

Hakiki Supermarket in Singaraja. This research uses quantitative methods with 

associative approach. Sampling was done using non-probability sampling method 

with purposive sampling technique. Data was collected through a questionnaire 

given directly to the respondents. With a total of 130 respondents and measured 

using a Likert scale. Data analysis using multiple linear regression with the help of 

SPSS version 25 program. Hypothesis testing of the results showed that (1) service 

quality and customer experience have a significant effect on customer satisfaction 

at Hakiki Supermarket. (2) service quality has a positive and significant effect on 

customer satisfaction at Hakiki Supermarket, (3) customer experience has a 

positive and significant effect on customer satisfaction at Hakiki Supermarket.  
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