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ABSTRAK 

 

Penelitian ini bertujuan menganalisis pengaruh kualitas layanan, variasi konten, harga, dan 

keputusan pembelian terhadap loyalitas pengguna Netflix di Indonesia dengan kepuasan 

pelanggan sebagai variabel mediasi. Penelitian menggunakan pendekatan kuantitatif eksplanatori. 

Data dikumpulkan melalui kuesioner daring terhadap 105 responden yang telah lolos penyaringan, 

yaitu pengguna Netflix di Indonesia yang pernah membeli paket berlangganan dalam enam bulan 

terakhir. Responden dipilih menggunakan teknik Purposive Sampling. Analisis data dilakukan 

menggunakan Structural Equation Modeling–Partial Least Squares (SEM-PLS). Hasil penelitian 

menunjukkan bahwa harga dan keputusan pembelian berpengaruh positif dan signifikan terhadap 

kepuasan pelanggan. Sementara itu, kualitas layanan dan variasi konten tidak berpengaruh 

signifikan terhadap kepuasan pelanggan. Kepuasan pelanggan juga tidak berpengaruh signifikan 

terhadap loyalitas pengguna serta tidak terbukti memediasi pengaruh kualitas layanan, variasi 

konten, harga, dan keputusan pembelian terhadap loyalitas pengguna. Meskipun demikian, total 

pengaruh keputusan pembelian terhadap loyalitas pengguna ditemukan positif dan signifikan. 

Model penelitian mampu menjelaskan 59,3% variasi kepuasan pelanggan dan 44,1% variasi 

loyalitas pengguna. Hasil PLSpredict juga menunjukkan bahwa model memiliki relevansi dan 

kemampuan prediktif yang baik. Temuan ini menegaskan bahwa kepuasan pelanggan belum tentu 

secara langsung membentuk loyalitas dalam konteks layanan subscription video on demand. 

Loyalitas pengguna Netflix berpotensi dipengaruhi oleh faktor lain, seperti kebiasaan penggunaan, 

biaya perpindahan, eksklusivitas konten, keterikatan merek, dan daya tarik penawaran pesaing. 

Kata kunci: kualitas layanan, variasi konten, harga, keputusan pembelian, kepuasan pelanggan, 

loyalitas pengguna, Netflix. 
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The Influence of Service Quality, Content Variety, Price, and  

Purchase Decisions on Netflix User Loyalty in Indonesia:  

The Mediating Role of Customer Satisfaction 

 

Syakina 

 

 

ABSTRACT 

 

This study aims to examine the effects of service quality, content variety, price, and purchase 

decisions on Netflix user loyalty in Indonesia, with customer satisfaction as a mediating variable. 

This study employed an explanatory quantitative approach. Data were collected through an online 

questionnaire administered to 105 screened respondents in Indonesia who had purchased a Netflix 

subscription plan within the previous six months. The respondents were selected using Purposive 

Sampling. The data were analyzed using Structural Equation Modeling–Partial Least Squares 

(SEM-PLS). The results show that price and purchase decisions have positive and significant 

effects on customer satisfaction. In contrast, service quality and content variety do not have 

significant effects on customer satisfaction. Customer satisfaction does not have a significant effect 

on user loyalty and does not mediate the effects of service quality, content variety, price, or 

purchase decisions on user loyalty. Nevertheless, the total effect of purchase decisions on user 

loyalty is positive and significant. The research model explains 59.3% of the variance in customer 

satisfaction and 44.1% of the variance in user loyalty. The PLSpredict results also indicate that the 

model has good predictive relevance and capability. These findings confirm that customer 

satisfaction does not necessarily translate directly into loyalty in the subscription video-on-demand 

context. Netflix user loyalty may be influenced by other factors, including usage habits, switching 

costs, content exclusivity, brand attachment, and the attractiveness of competitors’ offerings. 

Keywords: service quality, content variety, price, purchase decisions, customer satisfaction, user 

loyalty, Netflix. 
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