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ABSTRAK

PENGARUH BRAND ENGAGEMENT, CUSTOMER
SATISFACTION,SERVICE QUALITY, TERHADAP LOYALITAS
PELANGGAN XL AXIATADI JAKARTA SELATAN

Oleh
KRESENSIANA ACENSI APRILA
NPM 203402516111

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

Penelitian ini bertujuan untuk menganalisis Pengaruh Brand Engagement,
Customer Satisfaction, Service Quality, Terhadap Loyalitas Pelanggan XL

Axiata Di Jakarta Selatan.

Penelitian ini menggunakan penelitian kuantitatif dengan populasi
penelitian adalah seluruh pengguna XL Axiata di daerah jakarta selatan. Jumlah
sampel dalam penelitian int1alah 100 responden, dengan teknik pendekatan
purposive sampling, software yang digunakan untuk menganalisis data dalam
penelitian ini adalah SPSS 25, dengan menggunakan metode analisis regresi
linear berganda, dan pengujian hipotesis hasil penelitian ini menunjukan bahwa
Brand Engagement Berpengaruh Positif Signifikan Terhadap Loyalitas
Pelanggan, Customer Satisfaction Tidak Signifikan Terhadap Loyalitas
Pelanggan, dan Service Quality Berpengaruh Positif Signifikan Terhadap

Loyalitas Pelanggan.

Kata Kunci : Brand engagement, customer Satisfaction, service quality,loyalitas
pelanggan.



ABSTRAC

THE INFLUENCE OF BRAND ENGAGEMENT, CUSTOMER
SATISFACTION, SERVICE QUALITY, ON CUSTOMER LOYALTY XL
AXIATA IN SOUTH JAKARTA

By :

KRESENSIANA ACENSI APRILA

NPM : 203402516111

Final Project under the guidance of Dr. Elwisam, S.M., M.M.

This research aims to analyze the influence of Brand Engagement, Customer

Satisfaction, Service Quality, on XL Axiata Customer Loyalty in South Jakarta.

This research uses quantitative research with the research population being
all XL Axiata users in the South Jakarta area. The number of samples in this research
is 100 respondents, with a purposive-sampling approach technique, the software
used to analyze the data in this research is SPSS 25, using multiple linear regression
analysis methods, and hypothesis testing the results of this research show that Brand
Engagement has a Significant Positive Influence on Customer Loyalty, Customer
Satisfaction Are Not Significant on Customer Loyalty, and Service Quality Has a
Significant Positive Influence on Customer Loyalty.

Keywords: Brand engagement, customer satisfaction, service quality, customer

loyalty
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