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ABSTRAK

Perkembangan provider di Indonesia diperkirakan akan semakin maju seiring
dengan pesatnya transformasi digital. Dalam meningkatkan pengalaman layanan
pelanggan, beberapa provider di Indonesia telah mengembangkan cukup beragam fitur
pendukung untuk meningkatkan loyalitas konsumen. Indosat Ooredo merupakan sala
satu penyedia layanan telekomunikasi di Indonesia. Beberapa metode yang telah
diterapkan untuk meningkatkan loyalitas pelanggan diantaranya yaitu pada aspek
kreativitas iklan, daya tarik, serta customer satisfication. Penelitian deskriptif
kuantitatif ini dilaksanakan dengan tujuan untuk mengetahui pengaruh dari variable
kreativitas iklan (X1), daya tarik (X2), dan customer satisfication (X3) terhadap
loyalitas pengguna Indosat Ooredo di Kota Batam. Metode pengumpulan data yang
digunakan adalah kuesioner dengan total sampel 380 responden . Hasil penelitian
menunjukkan bahwa kreativitas iklan (X1), daya tarik (X2), serta customer satisfication
(X3) memiliki pengarh signifikan terhadap loyalitas pengguna Indosat Ooredoo. Hal
ini dikarenakan pelanggan yang puas cenderung merasa lebih terikat dengan merek dan
memiliki pengalaman positif yang mendorong mereka untuk terus menggunakan

produk atau layanan tersebut.

Kata Kunci: Kreativitas Iklan, Daya Tarik, Customer Satisfication, Loyalitas

Konsumen
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ABSTRACT

The development of providers in Indonesia is expected to advance further along with
the rapid digital transformation. In improving customer service experience, several
providers in Indonesia have developed quite a variety of supporting features to
increase consumer loyalty. Indosat Ooredo is one of the telecommunications service
providers in Indonesia. Several methods that have been implemented to developing
customer loyalty include aspects of advertising creativity, the attractiveness of the
products offered, and customer satisfaction. This quantitative descriptive study was
conducted with the aim of determining the effect of the variables of advertising
creativity (X1), attractiveness (X2), and customer satisfaction (X3) on the loyalty of
Indosat Ooredo users in Batam City. The data collection method used was a
questionnaire with 380 respondence. The results of the study showed that advertising
creativity (X1), attractiveness (X2), and customer satisfaction (X3) had a significant
influence on the loyalty of Indosat Ooredoo users. This is because satisfied customers
tend to feel more attached to the brand and have positive experiences that encourage
them to continue using the product or service.

Keywords: Advertising Creativity, Attraction, Customer Satisfaction,

Consumer Loyalty.
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