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ABSTRAK

FADHILA EKA SAPUTRI. Pengaruh Media Sosial terhadap Customer Retention
Konsumen Generasi Z pada Obihiro Blok M melalui Mediasi Fear of Missing Out
(FoMO). Dibimbing oleh RETNANINGSIH.

Perkembangan media sosial telah mengubah perilaku konsumen dalam
mengikuti tren kuliner. Fenomena viralitas Obihiro Blok M berpotensi memunculkan
fear of Missing Out (FoMO) yang dapat memengaruhi customer retention.
Penelitian ini bertujuan menganalisis pengaruh media sosial terhadap FoMO dan
customer retention, serta peran FoMO dalam memediasi pengaruh media sosial
terhadap customer retention. Penelitian menggunakan pendekatan kuantitatif dengan
metode Structural Equation Modeling—Partial Least Squares (PLS-SEM). Data
diperoleh dari 242 konsumen Generasi Z berusia 18-27 tahun di Jabodetabek yang
aktif menggunakan media sosial, pernah melihat konten Obihiro Blok M, dan
melakukan pembelian minimal dua kali. Hasil menunjukkan media sosial
berpengaruh positif dan signifikan terhadap FOMO dan customer retention. FoMO
juga berpengaruh positif dan signifikan terhadap customer retention serta memediasi
secara parsial pengaruh media sosial terhadap customer retention. Nilai R* customer
retention sebesar 0,453. Hasil ini menegaskan pentingnya strategi media sosial dan
pengalaman konsumsi positif untuk mempertahankan pelanggan.

Kata kunci: media sosial, Fear of Missing Out (FOMO), customer retention,
Generasi Z, Obihiro Blok M, Teori SOR

ABSTRACT

FADHILA EKA SAPUTRI The Effect of Social Media on Customer Retention among
Generation Z Consumers at Obihiro Blok M through the Mediation of Fear of Missing
Out (FoMO). Supervised by RETNANINGSIH

Social media has changed consumer behavior in following culinary trends. The
viral phenomenon of Obihiro Blok M may trigger Fear of Missing Out (FoMO),
influencing customer retention. This study aims to analyze the effect of social media
on FoMO and customer retention, as well as the role of FOMO in mediating the effect
of social media on customer retention. A quantitative approach used Structural
Equation Modeling—Partial Least Squares (PLS-SEM). Data were collected from 242
Generation Z consumers aged 18-27 years in Jabodetabek who actively used social
media, had seen Obihiro content, and had purchased at least twice. Results show that
social media positively and significantly affects FOMO and customer retention. FOMO
also positively and significantly affects customer retention and partially mediates the
effect of social media on customer retention. Customer retention R* was 0.453. These
findings highlight the importance of social media strategies and positive consumption
experiences for retention.

Keywords: social media, Fear of Missing Out (FoMO), customer retention,
Generation Z, Obihiro Blok M, SOR Theory
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