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ABSTRAK

INEZ YOCINDRA. Pengaruh Loyalitas Pelanggan dan Partisipasi Boikot
terhadap Minat Beli Ulang Produk L’Oréal. Dibimbing oleh ALIM SETIAWAN
SLAMET dan INDRA REFIPAL SEMBIRING.

Loyalitas pelanggan merupakan faktor penting dalam mempertahankan minat
beli ulang, namun isu sosial seperti konflik Israel-Palestina yang menyebabkan
munculnya aksi boikot dapat memengaruhi hubungan tersebut. Penelitian ini
Bertujuan untuk menganalisis pengaruh loyalitas pelanggan terhadap minat beli
tlang, serta partisipasi boikot sebagai variabel mediasi. Penelitian ini dilakukan
pada pelanggan L’Oréal di Indonesia dengan menggunakan metode Structural
Equation Modelling - Partial Least Square (SEM-PLS) dan melibatkan 314
responden. Hasil penelitian menunjukkan bahwa loyalitas pelanggan berpengaruh
positif signifikan terhadap minat beli ulang, sementara partisipasi boikot berperan
sebagai variabel mediasi yang memperlemah hubungan ini dan mereduksi efek
positif loyalitas terhadap minat beli. Jika pelanggan yang loyal terlibat dalam boikot,
maka minat pelanggan untuk melakukan pembelian ulang menurun secara
signifikan.

Kata kunci: loyalitas konsumen, minat beli ulang, partisipasi boikot, perusahaan
kecantikan

ABSTRACT

INEZ YOCINDRA. The Influence of Customer Loyalty and Boycott
Participation on Repurchase Intention of L'Oréal Products. Supervised by ALIM
SETIAWAN SLAMET and INDRA REFIPAL SEMBIRING.

Customer loyalty is one of important factors in maintaining repurchase intention.
However, social issues such as the Israel-Palestine conflict, which led to boycott
actions, could affect this relationship. This study aimed to analyze the influence of
customer loyalty on repurchase intention, as well as the role of boycott participation as
a mediating variable. The research was conducted on L'Oréal customers in Indonesia
using the Structural Equation Modelling - Partial Least Square (SEM-PLS) method and
involved 314 respondents. The results showed that customer loyalty had a significant
positive effect on repurchase intention, while boycott participation served as a
mediating variable that weakened this relationship. When loyal customers participated
In the boycott, their intention to repurchase significantly decreased. In this study,
boycott participation acted as a mediating variable that reduced the positive effect of
customer loyalty on repurchase intention.

Keywords: beauty industry, boycott participation, consumer loyalty, repurchase
intention
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