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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui tingkat Loyalitas Pelanggan Digital 

wallet terhadap Promosi Cashback melalui mediasi Kepuasan Pelanggan. 

Penelitian ini merupakan penelitian kuantitatif dengan pengambilan data 

menggunakan kuesioner. Teknik pengambilan sampel dengan metode cluster 

sampling dengan Subjek penelitian para milenial dengan range umur antara 18-27 

Tahun yang menggunakan layanan Digital wallet Gopay dan OVO di kawasan 

Kuningan Jakarta Selatan.  

Hasil penelitian menunjukkan bahwa: (1) Promosi Cashback berpengaruh terhadap 

Loyalitas Pelanggan Digital wallet, (2) Kepuasan Pelanggan secara positif 

berpengaruh terhadap Loyalitas pelanggan Digital wallet, (3) Kepuasan Pelanggan 

secara signifikan memediasi hubungan antara Promosi Cashback dan Loyalitas 

pelanggan Digital wallet (Gopay dan OVO), (4) Adanya pengaruh yang kuat dan 

positif antara Promosi Cashback terhadap Kepuasan Pelanggan memiliki pengaruh 

pembentukan Loyalitas pelanggan Digital wallet. 

Kata Kunci: Promosi Cashback, Kepuasan Pelanggan, Loyalitas Pelanggan, Digital 

Wallet, Gopay, OVO. 
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IMPLICATIONS OF CASHBACK PROMOTION AND CUSTOMER 

SATISFACTION AS A MEDIATION TO CUSTOMER LOYALTY IN 

DIGITAL WALLET SERVICES CASE STUDY GOPAY AND OVO 

Aditya Rizky Pratama 

 

 

ABSTRACT 

 

This research aims is to determine the level of customer loyalty towards cashback 

promotion through mediation of customer satisfaction. This research is quantitive 

research with data collection using questionnaire. This research using cluster 

sampling as data collection, the research subject are millennials with an age range 

between 18-27 years who used Gopay and OVO as their digital wallet services in 

Kuningan South Jakarta. 

The results of this research shows that: (1) Cashback promotion has an affect on 

digital wallet’s customer loyalty, (2) Customer satisfaction positively influences 

Digital wallet’s customer loyalty, (3) Customer satisfaction significantly mediates 

the relationship between cashback promotion and Digital wallet’s (Gopay and ovo) 

customer loyalty, (4) there are strong and positive influence between cashback 

promotion on Customer Satisfaction and causing the effect of forming Digital 

wallet customer loyalty 

Keywords: Cashback Promotion, Customer Satisfaction, Customer Loyalty, Digital 

Wallet, Gopay, OVO. 
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