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ABSTRAK

Priyambada, Dodik. 2024. “Analisis Pengaruh Sense, Feel, Think, Act dan Relate
Terhadap Customer satisfaction Yang Dimediasi Service quality di
Inspiring Schools Muhammadiyah Kabupaten Gresik”. Tesis. Program
Studi Magister Manajemen. Program Pascasarjana. Universitas
Muhammadiyah Gresik. Pembimbing I Dr. Rahmat Agus Santoso, S.E.,
M.M. Pembimbing II Dr Sukaris S.E., M.S.M.

Kata Kunci: customer satisfaction, sense, feel, think, act, relate, service quality

Customer satisfaction sangat penting bagi sebuah organisasi, karena pelanggan
yang puas menjadi loyal dan bahkan brandomendasi orang lain untuk membeli
produk atau layanan. Penelitian ini menganalisis pengaruh pengalaman sense, feel,
think, act dan relate terhadap customer satisfaction, dan juga mengevaluasi peran
mediasi service quality terhadap hubungan pengalaman sense, feel, think, act dan
relate terhadap customer satisfaction. Populasi penelitian ini adalah orangtua/wali
sebagai customer internal sekunder, di inspiring schools Muhammadiyah
kabupaten Gresik sejumlah 1.004 orang dengan responden sebanyak 279 orang.
Metode analisis data menggunakan metode Partial Least Squares (PLS). Hasil
penelitian ini adalah pengalaman: feel, think dan act berpengaruh signifikan
terhadap service quality. Pengalaman relate dan service quality berpengaruh
signifikan pada customer satisfaction. Pengalaman sense dan relate berpengaruh
tidak signifikan pada service quality. Pengalaman sense, feel, think dan act
berpengaruh tidak signifikan pada customer satisfaction. Penelitian ini juga
menemukan bahwa  service quality memiliki peran mediasi pada pengaruh
pengalaman think terhadap customer satisfaction dan service quality tidak memiliki
peran mediasi pada pengaruh pengalaman sense, feel, act dan relate terhadap
customer satisfaction.



ABSTRACT

Priyambada, Dodik. 2024. “The impact analysis of Sense, Feel, Think, Act and
Relate Experiences on Customer satisfaction and mediation role of Service
quality on Relation Between Sense, Feel, Think, Act and Relate Experiences
on Customer satisfaction in Inspiring Schools of Muhammadiyah Gresik
Region”. Tesis. Study Program of Master Management. Postgraduate
Program. University of Muhammadiyah Gresik. Thesis Supervisor, I Dr.
Rahmat Agus Santoso, S.E., M.M. Thesis Supervisor II, Dr Sukaris S.E.,
M.S.M.

Keywords: customer satisfaction, sense, feel, think, act, relate, service quality

This study aims to explore the influence of experiential factors—specifically
sensory perception, emotional response, cognitive processing, behavioral response,
and interpersonal relationships—on  customer satisfaction. Additionally, we
examine the moderating effect of service quality on the relationship between these
experiential factors and customer satisfaction. Employing a quantitative research
methodology, we collected data through questionnaires distributed to parents of
students from five Muhammadiyah [nspiring Schools in the Gresik Region,
resulting in a sample size of 279 respondents. Data analysis was conducted using
the Partial Least Squares (PLS) method. Our findings reveal that the feel, think, and
act experiences significantly impact service quality. Furthermore, the relationship
between relate experiences and service quality- significantly affects customer
satisfaction. However, sense and relate experiences exhibit insignificant effects on
service quality. Similarly, sense, feel, think, and act experiences have no significant
impact on customer satisfaction. Notably, service quality mediates the relationship
between think experiences and customer satisfaction, but it does not mediate the
effects of sense, feel, act, and relate experiences on customer satisfaction.
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