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ABSTRAK 

 

PENGARUH KEPUASAN PELANGGAN, INOVASI PRODUK, 

PENGALAMAN PELANGGAN TERHADAP LOYALITAS PELANGGAN 

PRODUK KARTU PRABAYAR IM3 DI KOTA JAKARTA SELATAN 

 

Oleh: 

Maria Yoshevine Angeli 

NPM: 203402516242 

Tugas Akhir, di bawah bimbingan Dr. Elwisam, S.E., M.M. 

 

  Penelitian ini bertujuan untuk menganalisis pengaruh Kepuasan 

 Pelanggan, Inovasi Produk dan Pengalaman Pelanggan terhadap Loyalitas 

 Pelanggan Produk Kartu Prabayar IM3 di Jakarta Selatan. Data penelitian ini 

 menggunakan data primer dengan bentuk penyebaran kuesioner dengan 

 Google Form melalui sosial media seperti Aplikasi Instagram, WhatsApp, X, 

 Telegram dan memperoleh sampel sebanyak 121 responden pengguna kartu 

 prabayar IM3 di Jakarta Selatan, dengan menggunakan metode purposive 

sampling. Teknik analisis data menggunakan program WarpPLS versi 7.0. Hal 

tersebut menunjukkan bahwa variabel Kepuasan Pelanggan, Inovasi 

 Produk dan Pengalaman Pelanggan berpengaruh positif dan signifikan terhadap

 Loyalitas Pelanggan. Nilai koefisien determinasi (R-Squared) sebesar 

 0,519 hal ini menunjukkan bahwa persepsi kepuasan pelanggan, inovasi produk 

dan pengalaman pelanggan memberikan kontribusi sebesar 51,9% terhadap 

loyalitas pelanggan sedangkan sisanya sebesar 48,1% dipengaruhi oleh variabel 

lain yang tidak terdapat di dalam penelitian ini. 

 

Kata Kunci: Kepuasan Pelanggan, Inovasi Produk, Pengalaman Pelanggan, 

 Loyalitas Pelanggan. 

 



 
 

 
 

ABSTRACT 

 

THE INFLUENCE OF CUSTOMER SATISFACTION, PRODUCT 

INNOVATION AND CUSTOMER EXPERIENCE ON CUSTOMER 

LOYALTY OF IM3 PREPAID CARD PRODUCTS IN SOUTH JAKARTA 

 

By: 

Maria Yoshevine Angeli 

NPM: 203402516242 

Thesis, under the guidance Dr. Elwisam, S.E., M.M. 

 

  This research aims to analyze the influence of Customer Satisfaction, 

 Product Innovation and Customer Experience on Customer Loyalty of IM3 

 Prepaid Card Products in South Jakarta. This research use primary data from 

 distributing questioner using Google Form via Social Media such as 

 Instagram application, WhatsApp, X, Telegram and obtained 121 respondents 

as a sample who used IM3 prepaid cards in South Jakarta, using the purposive 

sampling method. Data analysis techniques using WarpPLS 7.0. The result is 

that the Customer Satisfaction, Product Innovation, and Customer 

 Experience variables influenced a positive and significant effect on 

 Customer Loyalty. Value of the coefficient of determination (R-Squared)  is 

0.519 and the result is that the perception of Customer Satisfaction, Product 

 Innovation and Customer Experience contribute as 51,9% on customer loyalty 

 while the remaining is 48.1% influenced by other variable that are not on this 

 research.  

 

Keywords: Customer Satisfaction, Product Innovation, Customer Experience, 

 Customer Loyalty. 
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