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ABSTRAK 

 

Temuan dalam penelitian berikut yakni miliki tujuan utamanya “apakah Citra 

Merek dan Word Of Mouth Berpengaruh Terhadap Loyalitas Pelanggan Dengan 

Kepuasaan Pelanggan Sebagai Variabel Mediasi (Studi Kasus Pelanggan Netflix 

pada Mahasiswa Fakultas Ekonomi dan Bisnis Universitas Wijaya Kusuma 

Surabaya)”. Penelitian kuantitatif yang fokus mempelajari hubungan antar 

variabel adalah metode yang digunakan. Mahasiswa FEB Universitas Wijaya 

Kusuma Surabaya menjadi Populasi penelitian ini. Sampel yang digunakan adalah 

Purposive sampling dengan kriteria Mahasiswa FEB yang pernah menggunakan 

layanan dari aplikasi Netfix, minimal pernah berlangganan 2 kali. “102 responden 

merupakan sampel yang diolah dengan penyebaran kuesioner secara online 

melalui media sosial sebagai pengumpulan data. IBM Statistic SPSS versi 25”, 

Metode analisis jalur (path analysis) dan sobel test dilakukan guna menganalisis 

data. Berdasarkan temuan penelitian, Hipotesis pertama, “citra merek berpengaruh 

signifikan terhadap kepuasan pelanggan Netflix dapat diterima”. Hipotesis kedua, 

“word of mouth berpengaruh signifikan terhadap kepuasan pelanggan Netflix 

dapat diterima”. Hipotesis ketiga, “citra merek berpengaruh signifikan terhadap 

loyalitas pelanggan Netflix dapat diterima”. Hipotesis keempat, “word of mouth 

berpengaruh signifikan terhadap loyalitas pelanggan Netflix dapat diterima”. 

Hipotesis kelima, “kepuasan pelanggan berpengaruh signifikan terhadap loyalitas 

pelanggan Netflix dapat diterima”. Hipotesis keenam, “kepuasan pelanggan 

memediasi pengaruh citra merek terhadap loyalitas pelanggan Netflix dapat 

diterima”. Hipotesis ketujuh, “kepuasan pelanggan memediasi pengaruh word of 

mouth terhadap loyalitas pelanggan Netflix dapat diterima”. 

 

Kata Kunci : Citra Merek, Word Of Mouth, Loyalitas Pelanggan, Kepuasan 

Pelanggan 
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ABSTRACT 

 

It was the purpose of this study to determine "whether Brand Image and Word Of 

Mouth Affect Customer Loyalty With Customer Satisfaction as a Mediation 

Variable (Case Study of Netflix Customers in Students of the Faculty of 

Economics and Business, Wijaya Kusuma University, Surabaya)". Quantitative 

research that focuses on studying the relationship between variables is the method 

used. Students of the FEB, Wijaya Kusuma University, Surabaya, are the 

population of this study. The sample used is purposive sampling with the criteria 

of students from the Faculty of Economics and Business who have used services 

from the Netfix application, at least have subscribed 2 times. "102 respondents 

were a sample that was processed by distributing questionnaires online via social 

media as data collection. IBM Statistics SPSS version 25”, Path analysis method 

and Sobel test were performed to analyze the data. Based on the research 

findings, the first hypothesis, "brand image has a significant effect on Netflix 

customer satisfaction can be accepted". The second hypothesis, "Word of Mouth 

has a significant effect on Netflix customer satisfaction can be accepted". The 

third hypothesis, "brand image has a significant effect on Netflix customer loyalty 

can be accepted". The fourth hypothesis, "Word of Mouth has a significant effect 

on Netflix customer loyalty can be accepted". The fifth hypothesis, "customer 

satisfaction has a significant effect on Netflix customer loyalty can be accepted". 

The sixth hypothesis, "customer satisfaction mediates the effect of brand image on 

Netflix customer loyalty can be accepted". The seventh hypothesis, "customer 

satisfaction mediates the effect of word of mouth on Netflix customer loyalty can 

be accepted". 

Keywords: Brand Image, Word Of Mouth, Customer Loyalty, Customer 

Satisfaction 

 

 


