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PENGARUH BRAND EXPERIENCE DAN PROMOTION TERHADAP 

CUSTOMER LOYALTY PADA PEMBACA KOMIK DIGITAL DI 

APLIKASI WEBTOON 

 

Shafira Joannie Siregar 

 

 

ABSTRAK 

 

Dalam industri komik digital yang semakin kompetitif, mempertahankan loyalitas 

pelanggan menjadi tantangan bagi Webtoon. Untuk itu, penting bagi platform ini untuk 

memahami seberapa besar pengaruh Brand Experience dan Promotion terhadap loyalitas 

pelanggan. Penelitian ini bertujuan untuk mengukur pengaruh Brand Experience dan 

Promotion, baik secara parsial maupun simultan, terhadap Customer Loyalty pada aplikasi 

Webtoon. Survei kuantitatif dilakukan dengan melibatkan 400 responden, yang dipilih dari 

followers akun Instagram resmi Webtoon, @linewebtoon.id, menggunakan teknik random 

sampling dengan rumus Slovin. Data dikumpulkan melalui kuesioner dengan 56 item dan 

dianalisis menggunakan regresi berganda melalui IBM SPSS 26. Hasilnya menunjukkan 

bahwa Brand Experience berpengaruh sebesar 4,1% dan Promotion sebesar 1,7% terhadap 

Customer Loyalty. Secara simultan, kedua variabel berpengaruh sebesar 4,9%. Hasil ini 

mengindikasikan adanya faktor lain yang lebih dominan dalam membentuk loyalitas 

pelanggan. 

 

Kata Kunci: Brand Experience, Promotion, Customer Loyalty, Analisis Regresi Berganda,  

Webtoon,  
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THE INFLUENCE OF BRAND EXPERIENCE AND PROMOTION ON 

CUSTOMER LOYALTY AMONG DIGITAL COMIC READERS ON THE 

WEBTOON APPLICATION  

 

Shafira Joannie Siregar 

 

ABSTRACT 

 

In the increasingly competitive digital comic industry, maintaining customer loyalty has 

become a challenge for Webtoon. Therefore, it is crucial for this platform to understand 

the extent to which Brand Experience and Promotion influence customer loyalty. This study 

aims to measure the impact of Brand Experience and Promotion, both partially and 

simultaneously, on Customer Loyalty in the Webtoon application. A quantitative survey 

was conducted involving 400 respondents, selected from the followers of Webtoon's official 

Instagram account, @linewebtoon.id, using random sampling techniques and the Slovin 

formula. Data were collected through a questionnaire with 56 items and analyzed using 

multiple regression analysis through IBM SPSS 26. The results show that Brand 

Experience influences Customer Loyalty by 4.1%, while Promotion influences it by 1.7%. 

Simultaneously, both variables have a 4.9% impact on Customer Loyalty. These findings 

suggest that there are other, more dominant factors contributing to customer loyalty 

 

Keywords: Brand Experience, Promotion, Customer Loyalty, Multiple Regression  

Analysis, Webtoon. 
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