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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh digital marketing,
kualitas produk, dan citra merek terhadap loyalitas pelanggan, dengan kepuasan
pelanggan sebagai variabel mediasi. Pendekatan kuantitatif digunakan dalam studi
ini dengan metode analisis Structural Equation Modeling—Partial Least Squares
(SEM-PLS). Sampel diperoleh menggunakan teknik purposive sampling terhadap
92 responden yang merupakan pelanggan aktif dari Penerbit Erlangga Jabodetabek

Hasil penelitian menunjukkan bahwa digital marketing berpengaruh positif
dan signifikan terhadap kepuasan pelanggan, namun tidak berpengaruh langsung
secara signifikan terhadap loyalitas pelanggan. Kualitas produk menunjukkan
pengaruh positif, namun tidak signifikan baik terhadap kepuasan maupun loyalitas
pelanggan. Sementara itu, citra merek berpengaruh positif dan signifikan terhadap
kepuasan pelanggan, namun tidak signifikan terhadap loyalitas secara langsung.
Kepuasan pelanggan terbukti berpengaruh positif dan signifikan terhadap loyalitas
pelanggan. Secara mediasi, digital marketing dan citra merek berpengaruh
signifikan terhadap loyalitas melalui kepuasan pelanggan, sedangkan kualitas
produk tidak menunjukkan pengaruh mediasi yang signifikan. temuan ini
merekomendasikan agar perusahaan lebih fokus pada pengembangan konten digital
marketing yang bernilai edukatif dan solutif, bukan hanya promosi produk semata.
Selain itu, penerapan layanan pelanggan otomatis yang tetap human-friendly dan
responsif di kanal digital seperti WhatsApp, Instagram, dan website, dinilai penting
untuk meningkatkan kepuasan dan loyalitas pelanggan.

Kata Kunci : digital marketing, kualitas produk, citra merek, kepuasan pelanggan,
loyalitas

ABSTRACT

This study aims to analyze the influence of digital marketing, product quality, and
brand image on customer loyalty, with customer satisfaction as a mediating
variable. A quantitative approach was used in this study with the Structural
Equation Modeling—Partial Least Squares (SEM-PLS) analysis method. The
sample was obtained using purposive sampling techniques from 92 respondents
who were active customers of Penerbit Erlangga Jabodetabek.

The results of the study indicate that digital marketing has a positive and significant
effect on customer satisfaction, but does not have a direct significant effect on
customer loyalty. Product quality shows a positive effect, but is not significant for
either customer satisfaction or loyalty. Meanwhile, brand image has a positive and
significant effect on customer satisfaction, but not a significant direct effect on
loyalty. Customer satisfaction is proven to have a positive and significant effect on
customer loyalty. Through mediation, digital marketing and brand image have a
significant effect on loyalty through customer satisfaction, while product quality
does not show a significant mediating effect. Recommend that companies focus
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more on developing digital marketing content that is educational and solution-
oriented, rather than merely promoting products. Additionally, the implementation
of automated customer service that remains human-friendly and responsive on
digital channels such as WhatsApp, Instagram, and websites is considered
important for enhancing customer satisfaction and loyalty.

Keywords: digital marketing, product quality, brand image, customer satisfaction,
customer loyalty, SEM-PLS, mediation.
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