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ABSTRAK 
 

Penelitian ini dilakukan bertujuan untuk mengetahui pengaruh beberapa variable 

elemen terkait untuk meningkatkan loyalitas pelanggan dalam digitalisasi, seperti 

pemasaran media sosial, pelanggan online pengalaman, kepuasan, dan berita 

positif dari mulut ke mulut. Kita menerima 252 umpan balik, kemudian data 

dianalisis dengan bantuan PLS 3.3 Software melalui teknik SEM. Kami 

menemukan di sana hipotesis kelima sesuai dengan harapan, dan dua di antaranya 

adalah ditolak. 
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ABSTRACT 

This study aims to determine the effect of several variables related to increasing 

customer loyalty in digitization, such as social media marketing, online customer 

experience, satisfaction, and positive word of mouth. We received 252 feedbacks, 

then the data were analyzed with the help of PLS 3.3 Software through SEM 

technique. We find there the fifth hypothesis is in line with the expectations, and 

two of them are rejected. 
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