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ABSTRAK

SALSABILA ZAHIRA SHOFA. Pengaruh Promosi Diskon dan Kepuasan
terhadap Loyalitas Pelanggan Jasa Cuci Sepatu Otentik Shoes Clean. Dibimbing
oleh RIZAL SJARIEF SJAIFUL NAZLI dan RETNANINGSIH.

Penelitian ini bertujuan menganalisis karakteristik pelanggan serta pengaruh
promosi diskon dan kepuasan pelanggan terhadap loyalitas pelanggan pada Otentik
Shoes Clean di Pekayon, Bekasi. Menggunakan metode purposive sampling, data
dikumpulkan dari 105 responden melalui kuesioner dan dianalisis menggunakan
regresi linear berganda dengan IBM SPSS Statistics 27. Hasil penelitian
menunjukkan mayoritas pelanggan adalah perempuan, Generasi Z, dan pengguna
layanan deep cleaning. Secara parsial dan simultan, promosi diskon dan kepuasan
pelanggan berpengaruh positif dan signifikan terhadap loyalitas pelanggan.
Indikator potongan harga langsung (direct discount) dan keandalan pelayanan
(reliability) menjadi aspek penting yang perlu diprioritaskan dalam peningkatan
loyalitas pelanggan. Otentik Shoes Clean disarankan mempertahankan strategi
potongan harga langsung serta meningkatkan keandalan layanan cuci sepatu, guna
menjaga loyalitas pelanggan.

Kata kunci: promosi diskon, kepuasan pelanggan, loyalitas pelanggan, jasa cuci
sepatu

ABSTRACT

SALSABILA ZAHIRA SHOFA. The Effect of Discount Promotion and Customer
Satisfaction on Customer Loyalty at Otentik Shoes Clean. Supervised by RIZAL
SJARIEF SJAIFUL NAZLI and RETNANINGSIH.

This study aims to analyze customer characteristics and examine the influence
of discount promotions and customer satisfaction on customer loyalty at Otentik
Shoes Clean in Pekayon, Bekasi. Using a purposive sampling method, data were
collected from 105 respondents through a questionnaire and analyzed using
multiple linear regression with IBM SPSS Statistics 27. The results indicate that the
majority of customers are female, belong to Generation Z, and primarily use the
deep cleaning service. Both partially and simultaneously, discount promotions and
customer satisfaction have a positive and significant effect on customer loyalty.
Direct discount and service reliability are important aspects that should be
prioritized to enhance customer loyalty. Therefore, Otentik Shoes Clean is
recommended to maintain its direct discount strategy while improving the
reliability of its shoe cleaning services in order to sustain customer loyalty.

Keywords: discount promotion, customer satisfaction, customer loyalty, shoe
cleaning service
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