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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh Digital Promotion,
Service Quality, dan Customer Value tethadap Customer Loyalty pada Optik Nusa di
Jombang. Latar belakang penelitian ini didasarkan pada semakin ketatnya persaingan
usaha di bidang optik yang menuntut perusahaan untuk tidak hanya berfokus pada
penjualan produk , tetapi juga pada strategi promosi, kualitas pelayanan, serta nilai
yang dirasakan konsumen guna membangun loyalitas konsumen dalam jangka
panjang.

Penelitian ini menggunakan metode penelitian kuantitatif dengan pendekatan
deskriptif. Populasi dalam penelitian ini adalah konsumen Optik Nusa di Jombang,
dengan teknik pengambilan sampel menggunakan accidental sampling. Pengumpulan
data dilakukan melalui penyebaran kuesioner kepada responden. Teknik analisis data
yang digunakan meliputi uji validitas, uji reliabilitas, uji asumsi klasik, analisis regresi
linier berganda, uji t, uji F, serta koefisien determinasi (R?) dengan bantuan aplikasi
SPSS. .

Hasil penelitian menunjukkan bahwa Digital Promotion, Service Quality, dan
Customer Value secara parsial berpengaruh positif dan signifikan terhadap Customer
Loyalty. Digital Promotion merupakan variabel yang memiliki pengaruh paling
dominan terhadap Customer Loyalty, diikuti oleh Customer Value dan Service Quality.
Secara simultan, ketiga variabel tersebut berpengaruh signifikan terhadap Customer
Loyalty dengan nilai koefisien determinasi sebesar 79,5%, yang berarti bahwa
Customer Loyalty di Optik Nusa Jombang sebagian besar dipengaruhi oleh Digital
Promoftion, Service Quality, dan Customer Value.

Kata Kunci: Digital Promotion, Service Quality, Customer Value, Customer Loyalty.




ABSTRACT

This study aims fo analyze the effect of Digital Promotion, Service Quality,
and Customer Value on Customer Loyalty at Optik Nusa Jombang. The background
of this research is the growing competition in the optical business, which requires
businesses to not only focus on product sales, but also on promotional strategies,
service quality, and the value perceived by customers in order to build long-term
customer loyalty.

This research uses a quantitative research method with a descriptive. The
population in this study consists of customers of Optik Nusa Jombang, while the
sampling technique used is accidental sampling. Data were collected through
questionnaires distributed directly to respondents. The analysis fechnique used
includes validity test, reliability test, classical assumption test, multiple linear
regression analysis, t-test, F-test, and the coefficient of determination (R), which were
processed using SPSS.

The results of the study show that Digital Promotion, Service Quality, and
Customer Value each have a positive and significant effect on Customer Loyalty.
Partially, Digital Promotion has the strongest influencé on Customer Loyalty,
Jfollowed by Customer Value and Service Quality. Simultaneously, the three
independent variables significantly influence Customer Loyalty with a coefficient of
determination of 79,5%, which indicates that Customer Loyalty at Optik Nusa
Jombang is largely influenced by Digital Promotion, Service Quality, and Customer

Value.

Keywords: Digital Promotion, Service Quality, Customer Value, Customer Loyally.




RINGKASAN

Penelitian ini bertujuan mengkaji pengaruh Digital Promotion, Service
Quality, dan Customer Value secara parsial dan simultan terhadap Customer Loyalty
pada Optik Nusa di Jombang, dengan adanya persaingan bisnis optik yang semakin
ketat. Metode penclitian berupa deskriptif kuantitatif dengan populasi konsumen
Optik Nusa, mengambil 136 responden dengan menggunakan accidental sampling.
Data dikumpulkan melalui kuesioner dan dianalisis dengan uji validitas, reliabilitas,
asumsi klasik, regresi linier berganda, serta uji hipotesis dengan bantuan SPSS.

Hasil penelitian menunjukkan bahwa Digital Promotion berpengaruh paling
dominan diikuti Cusomer Value dan Service Quality secara positif dan signifikan
tethadap Customer Loyalty baik sccara parsial maupun simultan. Nilai koefisien
determinasi sebesar 79,5% mengindikasikan Customer Loyalty terutama ditentukan
oleh ketiga variabel tersebut. Penclitian ini menyarankan untuk pengembangan
strategi pemasaran Optik Nusa agar mengoptimalkan promosi ineraktif digital,
meningkatkan Service Qualify, dan mmperkuat nilai produk guna mempertahankan
dan meningkatkan Customer Loyalty.
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SUMMARY

This study aims o examine the partial and simultaneous influence of digital
promotion, service quality, and customer value on customer loyalty at Optik Nusa in
Jombang, given the increasingly fierce competition in the optical business. The
research method was descriptive quantitative, with a sample of 136 respondents from
Optik Nusa's customer population, using accidental sampling. Data were collected
through questionnaires and analyzed using validity and reliability tests, classical
assumptions, multiple linear regression, and hypothesis testing using SPSS.

The results indicate that digital promotion has the most dominant influence,
Jfollowed by customer value and service quality, with a positive and significant effect
on customer loyalty, both partially and simultaneously. A coefficient of determination
of 79,5% indicates that customer loyalty is primarily determined by these three
variables. This study recommends developing Optik Nusa marketing strategy by
optimizing interactive digital promotions, improving service quality, and
strengthening product value to maintain and enhance customer loyalty.
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