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Abstract

This study aims to determine the effect of Service Quality, Product Quality, Experiential
Marketing and Location as an independent variable by Intervening Consumer Satisfaction on
Purchasing Intention as a dependent variable at McDonald's Green Garden Kedoya Branch. The
research was conducted in September 2020 and method of analysis used in this research is Path
Analysis. The results of this study indicate that service quality has a positive influence on
customer satisfaction, while product quality has no effect on customer satisfaction. Experiential
marketing has a positive and significant influence on customer satisfaction, as well as location
which has a positive influence on customer satisfaction. Service quality does not have a positive
effect on repurchase interest, but product quality has a positive and significant impact on
consumer repurchase interest. Meanwhile, experiential marketing also does not have a positive
influence on consumer Repurchase Interest, location has a positive and significant influence on
consumer Repurchase Interest.
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1. Introduction

The intense competition for customers provides motivation for entrepreneurs to remain
disciplined in running a business in the field of product sales. McDonald's Green Garden Kedoya
Branch must be able to understand the needs and understand the tastes desired by customers and
still have to pay attention to aspects of product quality, service quality, experiential marketing,
and location, so that McDonald's Green Garden Kedoya Branch can provide good service
satisfaction to its customers. Customers form expectations based on messages received from
sellers, other people, friends and other sources of information. If the seller increases a product
excessively and the customer cannot feel that satisfaction, then the customer will experience
wasted expectations. Companies offer goods or services according to customer needs and
desires. The products offered by McDonald’s Green Garden Kedoya Branch are expected to be
in accordance with the wishes and expectations of customers which will result in purchasing
decisions. The higher level of inequality, expectations and quality, the greater the customer
dissatisfaction. In increasing customer satisfaction, McDonald's believes that the company is
obliged to provide satisfaction to its employees. It is intended that employees provide similar
things (service and product quality) to their customers, in order to achieve customer satisfaction.
In addition, McDonald's indulges its customers through a delivery order service. McDonald's is
ready to deliver its food products to consumers' homes, improve product quality according to
consumer interests in the local area, and provide bonuses with unique toys. This is done in order
to maintain customer loyalty. If the perceived service is in accordance with the expected service,
then the quality of the service concerned will be perceived as good or positive. If the perceived
service exceeds the expected service, then the service quality is perceived as ideal quality.
Conversely, if the perceived service is worse than the expected service, then the service quality is
perceived as negative or bad. Therefore, whether the quality of service is good or not depends on
the ability of service providers to consistently meet customer expectations. In addition to the
quality of service and products, McDonald's must also pay attention to the location of the
company. Determination of location is the main strategy in the retail business. A strategic
location will be the opening path that determines the success of a retail business. Many retail
entrepreneurs sometimes do not understand the importance of location when opening a retail
business, so they do not conduct location surveys and develop the right strategy in selecting the
location. Unlike in traditional marketing, companies can get a competitive advantage if they are
able to satisfy customers through quality service. In the concept of experiential marketing,
companies must compete by creating a satisfying experience, that the company must combine the
five basic elements of experiential marketing to detect the purchasing process by consumers.
Service quality, product quality, good experiential marketing and a strategic location are very
important because of the quality. These products can give a good impression and provide
satisfaction to consumers who enjoy McDonald's. Based on the descriptions and reasons of the
researchers above, the researcher is interested in conducting research with the analysis of The
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Effect of Service Quality, Product Quality, Experimental Marketing and Location by Intervening
Consumer Satisfaction on McDonald's Repurchase Interest in the Green Garden Kedoya Branch.

2. Literature Review

Definition of Repurchase Interest

Purchase interest is the stage where consumers form their choice among several brands that are
members of the choice set. Then in the end make a purchase at an alternative he likes best or the
process that consumers go through to buy a good or service based on various considerations.
According to Kotler (2013) purchase interest arises after an alternative evaluation process. In the
evaluation process, someone will make a series of choices regarding the product to be purchased
on the basis of brand or interest.

Understanding Customer Satisfaction, customer satisfaction is an important factor, especially for
service companies. Because for service companies, customer satisfaction is a reference for the
company's success in providing services to consumers. To achieve customer satisfaction the
company must provide optimal service quality in accordance with consumer expectations.
Satisfied consumers will become company consumers and will have a positive impact on the
company's survival.

Definition of Service Quality according to Kotler & Keller (2016) "Service quality is an action or
performance that one party can offer to another party which is basically intangible and does not
result in any ownership"”. According to Parasuraman, Zeithaml, and Berry in Sudarso (2016) who
argue that "Service quality is a perceived benefit based on consumer evaluation of interactions
compared to previously expected benefits".

Definition of Product Quality. The product is the core of a marketing activity because the
product is the output or result of one of the company's activities or activities that can be offered
to the target market to meet the needs and desires of consumers. Basically, in buying a product, a
consumer not only buys the product, but consumers also buy the benefits or advantages that can
be obtained from the product he buys. Therefore, a product must have advantages over other
products, one of which is in terms of the quality of the product offered. Product quality is one of
the keys to competition among business actors that are offered to consumers.

Understanding Experiential Marketing. Experiential marketing is a relatively new concept in the
field of marketing management. According to Lee et. al., (2016) experiential marketing as
memories or experiences that enter the minds of customers. Experiential Marketing comes from
two words, namely experience and marketing. Experience is "experience is a personal event that
occurs due to a certain stimulus (for example, provided by the marketer before and after the
purchase of goods or services)" (Schmitt, 1999).

Definition of Location. Location is a place to serve consumers, it can also be interpreted as a
place to display merchandise (Kasmir, 2016). The definition of location is where the company
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operates or where the company carries out activities to produce goods and services that are of
economic importance. Some of the criteria that can be used to assess a strategic location are as
follows:a)

3. Reseacrh Methodology

This type or research design or research design is quantitative descriptive that uses survey
methods. This study examines the effect of service quality, product quality, experiential
marketing and location with intervening consumer satisfaction on McDonald's repurchase
interest in the Green Garden Kedoya branch. The population size in the study is very large and
the number is not known with certainty, so the sample size used according to the number of
samples taken was 155 people so that in this study. The technique used in sampling using
nonprobability sampling method with purposive sampling technique. The nonprobability
sampling method is sampling that does not provide equal opportunities or opportunities for each
member of the population to be selected as a sample. The previously known population
characteristics, as follows: a. Willing to be a respondent. b. Minimum age of respondents is 17
years. ¢. Customers of McDonald's Green Garden Kedoya Branch encountered during the study

period.
The research model used is as follows:
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Source: Data Processed by the Author (2020)
Figure 2.1 Research Model
4. Result
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Tabel 4.1 Influence Calculation Results

_ Path Influence _

Variabel Coefficient Direct Ianlrect Through Total

X1—7Z 0,081

X —7Z 0,003

X3 —>Z 0,330

Xye— 7 0,497

Xi1—Y -0,243 -0,243 0,030 -0,213

Xo—Y 0,379 0,379 0,001 0,380

X3 —Y |-0,205 -0,205 0,125 -0,080

Xs—Y |0,175 0,175 0,188 0,363
0,559

¢ 0,977

Source: Data processed by researchers 2020

The results of this study explain that there is no positive influence between service quality on
customer satisfaction at McDonald's Green Garden branch, which means that most respondents
do not have Repurchase Interest due to the quality of service provided by McDonald's Green
Garden branch.

Effect of Product Quality on Repurchase InterestThe results of this study explain that there is a
positive and significant influence between product quality on consumer repurchase interest in
McDonald's Green Garden branch, which means that most respondents have an interest in
buying the products offered because of the quality of the products at McDonald's Green Garden
branch.The results of this study explain that there is no positive and significant influence
between experiential marketing on consumer repurchase interest in McDonald's Green Garden
branch, which means that experiential marketing applied by McDonald's Green Garden branch
does not affect some respondents to feel an interest in buying.The results of this study explain
that there is a positive but insignificant influence between locations on consumer repurchase
interest of McDonald's Green Garden branches, which means that the location of McDonald's
Green Garden branches can affect some respondents to feel satisfaction, but not significantly.

5. Conclusions and Recommendation

After conducting the research, the research results and conclusions that will be described by the
researcher after conducting the research are related to service quality, product quality,
experiential marketing and location towards repurchase interest through customer satisfaction at
McDonald's Green Garden branch, namely: Service quality does not have a positive effect on
customer satisfaction, meaning that consumers do not consider the quality of service provided by
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McDonald's Green Garden branch. Service quality of employees of McDonald's Green Garden
branch has the ability to respond to customer needs, this means that the quality of service of
these employees cannot affect customer satisfaction but with other factors that can make
consumers feel satisfied. Product quality does not have a positive effect on customer satisfaction,
meaning that consumers do not consider the quality of the product provided by McDonald's
Green Garden branch. McDonald's Green Garden branch has a diverse food menu, but this
cannot affect customer satisfaction with the exception of other factors that may affect customer
satisfaction.

Experiential marketing has a positive and significant effect on customer satisfaction, if the better
experiential marketing is given, the higher the customer satisfaction of McDonald's Green
Garden branch. Employees provide services according to customer needs. Thus, consumers feel
satisfaction because the services that have been previously provided are in accordance with the
needs of McDonald's customers, Green Garden's branch. Location has a positive and significant
effect on customer satisfaction, if the better the location of McDonald's Green Garden branch, it
will increase customer satisfaction. The strategic location of McDonald's Green Garden branch
or easy to reach can increase customer satisfaction itself Service quality does not positively
influence repurchase interest, meaning that consumers do not consider the quality of service
provided by McDonald's Green Garden branch. Service quality of employees of McDonald's
Green Garden branch has the ability to respond to customer needs, this means that the quality of
service for these employees cannot make consumers feel the interest to buy repeatedly. Product
quality has a positive effect on repurchase interest, if the better the quality of the product owned,
the consumer's interest will increase to buy repeatedly. McDonald's Green Garden branch has a
diverse food menu, so this has influenced consumers to buy McDonald's Green Garden branch
products repeatedly. Experiential marketing does not have a positive effect on repurchase
interest, meaning that consumers do not consider the experiential marketing provided by
McDonald's Green Garden branch. Employees provide services according to consumer needs,
but this does not affect consumer interest in buying repeatedly. Location has a positive but not
significant effect on repurchase interest, if the better the location of McDonald's Green Garden
branch, it will increase consumer interest in buying repeatedly. The strategic or accessible
location of McDonald's Green Garden branch can increase consumer interest in purchasing
repeatedly. Companies must improve and pay more attention to several things such as employees
who do not have individual attention to consumers, taste menus that are not in accordance with
consumer expectations, make menu packages that are more economical to reach all economic
status of the community and make the parking area for consumer vehicles wider than the current
one. For further research, it is expected to add or replace other variables besides service quality,
product quality, experiential marketing and location that may have an influence on Repurchase
Interest or through customer satisfaction. It is hoped that the next researchers will involve more
respondents so that the results can be better in the group of respondents with a larger number. It
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is hoped that the research that has been carried out can be useful for researchers and as a source
of knowledge.
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