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ABSTRAK  

Kepuasan pelanggan memainkan peran penting bagi UMKM Dodol Syukur karena 

menjadi fondasi utama untuk keberlanjutan bisnis. UMKM Dodol Syukur 

mengalami penurunan pendapatan dan permintaan konsumen, yang diduga 

disebabkan oleh berbagai faktor. Fenomena ini menunjukkan adanya kesenjangan 

antara ekspektasi konsumen dan kinerja pemasaran yang secara langsung 

memengaruhi kepuasan pelanggan. Penelitian ini bertujuan untuk menganalisis 

pengaruh experiential marketing, kualitas pelayanan, brand image, persepsi harga, 

dan promosi penjualan terhadap kepuasan pelanggan UMKM Dodol Syukur. 

Metode penelitian yang dilakukan adalah kuantitatif dengan teknik pengumpulan 

sampel menggunakan teknik non probability samping dengan metode purposive 

sampling. Sampel dalam penelitian ini sebanyak 230 responden. Analisis data 

dilakukan menggunakan Structural Equation Modeling (SEM) dengan program 

SmartPLS. Hasil penelitian ini menunjukkan bahwa variabel experiential 

marketing, kualitas pelayanan, persepsi harga, dan promosi penjualan berpengaruh 

positif dan signifikan terhadap kepuasan pelanggan. Sementara itu, brand image 

terbukti berpengaruh negatif dan signifikan terhadap kepuasan pelanggan. 

Kata Kunci: Experiential Marketing, Kualitas Pelayanan, Brand Image, Persepsi 

Harga, Promosi Penjualan, Kepuasan Pelanggan. 
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ABSTRAC 

Customer satisfaction plays a crucial role for the Dodol Syukur MSME as it serves 

as the primary foundation for business sustainability. The Dodol Syukur MSME 

experienced a decline in revenue and consumer demand, suspected to be caused by 

various factors. This phenomenon indicates a gap between consumer expectations 

and marketing performance, which directly impacts customer satisfaction. This 

study aims to analyze the influence of experiential marketing, service quality, brand 

image, price perception, and sales promotion on customer satisfaction at the Dodol 

Syukur MSME. The research method used was quantitative, with a non-probability 

sampling technique and purposive sampling. The sample size for this study was 230 

respondents. Data analysis was performed using Structural Equation Modeling 

(SEM) with the SmartPLS program. The results of this study indicate that 

experiential marketing, service quality, price perception, and sales promotion 

variables have a positive and significant effect on customer satisfaction. 

Meanwhile, brand image has a negative and significant effect on customer 

satisfaction. 

Keywords: Experiential Marketing, Service Quality, Brand Image, Price 

Perception, Sales Promotion, Customer Satisfaction. 
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