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ABSTRAK 

SALSABILA RIFDAH. Peran Kepuasan Memediasi Pengaruh Citra Merek dan 

Promosi Terhadap Loyalitas Pelanggan Surat Kabar di digitalisasi pada masyarakat 

Jabodetabek: Program Studi Pendidikan Bisnis, Fakultas Ekonomi, Universitas Negeri 

Jakarta, 2021. 

Tujuan penelitian ini adalah untuk mengetahui bagaimana pengaruh citra merek dan 

promosi terhadap loyalitas pelanggan, serta peran kepuasan pelanggan memediasi 

pengaruh citra merek dan promosi terhadap loyalitas pelanggan surat kabar di era 

digitalisasi. Penelitian ini dilakukan di Jabodetabek. Penelitian dilakukan selama kurang 

lebih enam bulan terhitung sejak Januari 2021 hingga Juni 2021. Metode penelitian 

yang digunakan adalah metode survei dengan menyebarkan kuesioner kepada 

responden menggunakan google form. Data yang digunakan dalam penelitian ini 

merupakan data kuantitatif disertai dengan analisis jalur. Populasi yang digunakan 

dalam penelitian ini adalah pembaca atau pelanggan surat kabar di Jabodetabek. Dalam 

pengambilan sampel digunakan teknik purposive sampling sebanyak 200 responden. 

Hasil penelitian menunjukkan bahwa citra merek memiliki pengaruh positif dan 

signifikan terhadap kepuasan pelanggan. Promosi memiliki pengaruh positif dan 

signifikan terhadap kepuasan pelanggan. Citra merek memiliki pengaruh positif dan 

signifikan terhadap loyalitas pelanggan. Promosi memiliki pengaruh positif dan 

signifikan terhadap loyalitas pelanggan. Kepuasan pelanggan memiliki pengaruh positif 

dan signifikan terhadap loyalitas pelanggan pembaca surat kabar. Citra merek dan 

promosi bersama-sama memiliki pengaruh positif dan signifikan terhadap kepuasan 

pelanggan. Citra merek dan promosi bersama-sama memiliki pengaruh positif dan 

signifikan terhadap loyalitas pelanggan. Selain itu, penelitian ini juga menunjukkan 

bahwa kepuasan pelanggan secara positif dan signifikan mampu memediasi pengaruh 

citra merek dan promosi terhadap loyalitas pelanggan surat kabar. 

Kata Kunci : Citra merek, Promosi, Kepuasan Pelanggan, Loyalitas Pelanggan 

 

 



 
 

 

II 

ABSTRACT 

SALSABILA RIFDAH. The Role of Satisfaction Mediating the Effect of Brand Image and 

Promotion on Newspaper Customer Loyalty in digitizing the Jabodetabek community: 

Business Education Study Program, Faculty of Economics, Jakarta State University, 2021. The 

purpose of this study was to determine how the influence of brand image and promotion on 

customer loyalty, and the role of customer satisfaction mediating the effect of brand image and 

promotion on newspaper customer loyalty in the digitalization era. This research was 

conducted in Jabodetabek. The research was conducted for approximately six months starting 

from January 2021 to June 2021. The research method used was a survey method by 

distributing questionnaires to respondents using a google form. The data used in this study is 

quantitative data accompanied by path analysis. The population used in this research is the 

readers or subscribers of newspapers in Jabodetabek. In taking the sample used purposive 

sampling technique as many as 200 respondents. The results showed that brand image has a 

positive and significant influence on customer satisfaction. Promotion has a positive and 

significant effect on customer satisfaction. Brand image has a positive and significant influence 

on customer loyalty. Promotion has a positive and significant effect on customer loyalty. 

Customer satisfaction has a positive and significant influence on the loyalty of newspaper 

readers. Brand image and promotion together have a positive and significant influence on 

customer satisfaction. Brand image and promotion together have a positive and significant 

influence on customer loyalty. In addition, this study also shows that customer satisfaction is 

positively and significantly able to mediate the effect of brand image and promotion on 

newspaper customer loyalty. 

Keywords : Brand Image, Promotion, Customer Satisfaction, Customer Loyalty 
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