
 

 

 

 

 

 

 
 

 

 

PENGARUH CUSTOMER EXPERIENCE DAN PRICE FAIRNESS 

TERHADAP CUSTOMER LOYALTY PENGGUNA APLIKASI 

SVOD DENGAN CUSTOMER SATISFACTION SEBAGAI 

INTERVENING 

 
 
Erina Novita Yuliana 

1707619051 

 
 
 
 
 
 
 
 
 
Skripsi ini disusun sebagai salah satu persyaratan untuk memperoleh Gelar 

Sarjana Pendidikan pada Fakultas Ekonomi Universitas Negeri Jakarta 

 

PROGRAM STUDI PENDIDIKAN BISNIS 

FAKULTAS EKONOMI 

UNIVERSITAS NEGERI JAKARTA 

2023 



 

 

 

 

 

 

 
 

 

 

THE INFLUENCE OF CUSTOMER EXPERIENCE AND PRICE 

FAIRNESS ON CUSTOMER LOYALTY OF SVOD APPLICATION 

USERS WITH CUSTOMER SATISFACTION AS INTERVENING  

 
 

Erina Novita Yuliana 

1707619051 

 

 
 
 
 
 
 
 
 
This thesis is prepared as one of the requirements to obtain a Bachelor’s degree 

in Education at the Faculty of Economics, State University of Jakarta  

 

STUDY PROGRAM OF BUSINESS EDUCATION 

FACULTY OF ECONOMICS 

STATE UNIVERSITY OF JAKARTA 

2023



 

 

 

 

 

ii 

LEMBAR PENGESAHAN SKRIPSI 

  



 

 

 

 

 

iii 

PERNYATAAN BEBAS PLAGIAT 
 

  



 

 

 

 

 

iv 

PERSETUJUAN PUBLIKASI 

  



 

 

 

 

 

v 

ABSTRAK 
 

ERINA NOVITA YULIANA: Pengaruh Pengalaman Pelanggan dan Kewajaran 
Harga terhadap Loyalitas Pelanggan Aplikasi SVOD dengan Kepuasan Pelanggan 

sebagai Intervening: Program Studi Pendidikan Bisnis, Fakultas Ekonomi, Universitas 
Negeri Jakarta, 2023 
 
Penelitian ini membahas pengaruh pengalaman pelanggan dan kewajaran harga 
terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai intervening pada 
pengguna Netflix di Jabodetabek (Jakarta, Bogor, Depok, Tangerang, Bekasi). 
Penelitian ini mencakup dua variabel independen, satu variabel intervening, dan satu 
variabel dependen. Variabel independennya meliputi pengalaman pelanggan dan 
kewajaran harga. Variabel intervening-nya adalah kepuasan pelanggan, variabel 
dependennya adalah loyalitas pelanggan. Pengumpulan data dilakukan melalui 
kuesioner online yang dibuat melalui Google Form dan melibatkan 203 responden. 
Penelitian ini menggunakan pendekatan verifikatif dengan teknik Structural Equation 

Modeling (SEM). Hasil penelitian menemukan bahwa pengalaman pelanggan dan 
kewajaran harga berpengaruh positif dan signifikan terhadap kepuasan pelanggan dan 
loyalitas pelanggan, kepuasan pelanggan berpengaruh positif dan signifikan terhadap 
loyalitas pelanggan, serta pengalaman pelanggan dan kewajaran harga berpengaruh 
positif dan signifikan terhadap loyalitas pelanggan melalui kepuasan pelanggan. 
 
Kata kunci: Pengalaman Pelanggan, Kewajaran Harga, Kepuasan Pelanggan, 
Loyalitas pelanggan.  
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ABSTRACT 
 

ERINA NOVITA YULIANA. The Influence Of Customer Experience And Price 

Fairness On Customer Loyalty Of SVOD Application Users With Customer 

Satisfaction As Intervening: Business Education Study Program, Faculty of 

Economics, State University of Jakarta, 2023. 

This research discusses the impact of customer experience and price fairness on 

customer loyalty with customer satisfaction as intervening among Netflix customers in 

Jabodetabek (Jakarta, Bogor, Depok, Tangerang, Bekasi). This research includes two 

independent variables, one intervening variable, and one dependent variable. The 

independent variables included customer experience and price fairness. The 

intervening variable was customer satisfaction, the dependent variable was customer 

loyalty. The collection of the data was carried out through an online questioners made 

on Google Form and had 203 respondents. This research took a verification approach 

by the Structural Equation Modeling (SEM) technique. The results of the study found 

that customer experience and price fairness have a positive and significant effect on 

customer satisfaction and customer loyalty, customer satisfaction has a positive and 

significant effect on customer loyalty, and customer experience and price fairness have 

a positive and significant effect on customer loyalty through customer satisfaction.  

Keywords: Customer Experience, Price Fairness, Customer Satisfaction, Customer 

Loyalty. 
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