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ABSTRAK

Pertumbuhan industri kopi di indonesia yang sangat pesat memunculkan
Persaingan antar kedai kopi, tidak hanya dari sisi produk tetapi juga dari pengalaman
Pelanggan secara menyeluruh Tomoro Coffee sebagai brand lokal berusaha menciptakan
loyalitas aktif pelanggan melalui perilaku advocating others, yaitu dorongan sukarela
pelanggan untuk merekomendasikan merek kepada orang lain. Penelitian ini
bertujuan untuk menguji pengaruh bauran pemasaran 7P (Product, Price, Place,
Promotion, People, Process, dan Physical Evidence) terhadap perilaku advocating others
pada pelanggan Tomoro Coffee di Jakarta. Penelitian ini menggunakan pendekatan
kuantitatif dengan metode survei terhadap 150 responden. Teknik analisis data dilakukan
menggunakan pendekatan Structural Equation Modeling (SEM). Hasil penelitian
menunjukkan bahwa variabel Product, Price, Place, Promotion, people, dan Physical Evidence
berpengaruh positif dan signifikan terhadap advocating others, sedangkan variabel
Process tidak berpengaruh signifikan. Temuan ini menegaskan pentingnya strategi
pemasaran berbasis pengalaman dan persepsi pelanggan dalam membentuk advokasi
merek. Penelitian ini memberikan kontribusi teoritis dalam literatur pemasaran jasa
serta implikasi praktis bagi pengembangan strategi pemasaran Tomoro Coffee. Penelitian
lanjutan disarankan untuk mengeksplorasi variabel mediasi seperti kepuasan atau

keterlibatan emosional dalam membentuk loyalitas aktif.

Kata Kunci: Marketing mix 7P, Advocating Others, Tomoro Coffee, Loyalitas pelanggan

Pemasaran jasa, perilaku konsumen
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ABSTRACT

The rapid growth of the coffee industry in Indonesia has led to intense competition among coffee shops,
not only in terms of product quality but also in delivering a comprehensive customer experience.
Tomoro Coffee, as a local brand, seeks to build active customer loyalty through advocating others
behavior, which refers to the voluntary willingness of customers to recommend the brand to others. This
study aims to examine the influence of the 7P marketing mix (Product, Price, Place, Promotion, People,
Process, and Physical Evidence) on advocating others behavior among Tomoro Coffee customers in
Jakarta. This research employs a quantitative approach using a survey method involving 150
respondents. The data analysis technique used is Structural Equation Modeling (SEM). The results
indicate that the variables Product, Price, Place, Promotion, People, and Physical Evidence have a
positive and significant influence on advocating others, while the Process variable does not have a
significant effect. These findings highlight the importance of marketing strategies based on customer
experience and perception in building brand advocacy. This research contributes theoretically to the
literature on service marketing and provides practical implications for developing Tomoro Coffee’s
marketing strategies. Future research is recommended to explore mediating variables such as customer
satisfaction or emotional engagement in shaping active loyalty.

Keywords: 7P Marketing Mix, Advocating Others, Tomoro Coffee, Customer Loyalty, Service

Marketing, Consumer Behavior
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