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Abstract 
 This study examines the effect of Service Quality and Customer Experience on ShopeeFood 

Customer Loyalty, with Customer Satisfaction as a mediating variable, among Management students 

at UPGRIS. A quantitative method was applied using primary data collected via questionnaires. Data 

were analyzed using Structural Equation Modeling (SEM) with SmartPLS. The findings reveal that 

Service Quality does not have a significant direct effect on Customer Loyalty, whereas Customer 

Experience has a positive and significant direct effect. Both Service Quality and Customer 

Experience have significant effects on Customer Satisfaction. Furthermore, Customer Satisfaction 

significantly mediates the relationship between Customer Experience and Customer Loyalty, but 

not between Service Quality and Customer Loyalty. Moreover, Customer Satisfaction positively and 

significantly impacts Customer Loyalty. 
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