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ABSTRAK

Tujuan dalam penelitian ini adalah untuk menganalisis dan membahas pengaruh customer
satisfaction dan brand trust terhadap Brand Loyalty layanan streaming Netflix di Soloraya.
Sedangkan perumusan masalah dalam penelitian ini yaitu apakah customer satisfaction dan
brand trust berpengaruh signifikan terhadap brand loyalty layanan streaming Netflix di
Soloraya. Hipotesis yang diajukan dalam penelitian ini yaitu diduga customer satisfaction
dan brand trust berpengaruh signifikan terhadapp brand loyalty layanan streaming Netflix di
Soloraya. Populasi pada penelitian ini adalah seluruh masyarakat yang berlangganan layanan
streaming Netflix di Soloraya dengan sampel 180 responden. Teknik pengambilan sampel
dalam penelitian ini menggunakan non probability sampling dengan pendekatan purposive
sampling. Teknik pengumpulan data melalui penyebaran kuisioner dengan Google Form.
Analisis data dalam penelitian ini menggunakan SmartPLS versi 3.0. Hasil analisis dalam
penelitian ini menunjukan customer satisfaction berpengaruh signifikan terhadap brand
loyalty dan brand trust berpengaruh signifikan terhadap brand loyalty.

Kata kunci : Customer Satisfaction, Brand Trust, Brand Loyalty,
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ABSTRACT

The purpose of this study is to analyze and discuss the effect of customer satisfaction and
brand trust on Brand Loyalty of Netflix streaming services in Soloraya. Meanwhile, the
formulation of the problem in this study is whether customer satisfaction and brand trust
have a significant effect on brand loyalty for Netflix streaming services in Soloraya. The
hypothesis proposed in this study is that customer satisfaction and brand trust have a
significant effect on brand loyalty for Netflix streaming services in Soloraya. The population
in this study is all people who subscribe to the Netflix streaming service in Soloraya with a
sample of 180 respondents. The sampling technique in this study used non-probability
sampling with a purposive sampling approach. The technique of collecting data is through
the distribution of questionnaires with Google Forms. Analysis of the data in this study using
SmartPLS version 3.0. The results of the analysis in this study show that customer
satisfaction has a significant effect on brand loyalty and brand trust has a significant effect
on brand loyalty.

Keywords: Customer Satisfaction, Brand Trust, Brand Loyalty
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