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RINGKASAN 

RATIH DWI AMALIA. Analisis Faktor yang Memengaruhi Loyalitas dan Akuisisi 

Pelanggan pada Social Entrepreneur Startup Layanan Kebersihan. Dibimbing oleh 

EKO RUDDY CAHYADI dan ELISA ANGGRAENI. 

 

Dalam menghadapi persaingan yang ketat, startup dituntut memiliki strategi 

yang tidak hanya berfokus pada profit, tetapi juga mempertimbangkan 

keberlanjutan sosial dan ekonomi. Startup berbasis social entrepreneurship, seperti 

Cleansheet, berupaya mewujudkan konsep bisnis berkelanjutan (Sustainable 

Business Model/SBM) yang dapat membangun persepsi keberlanjutan dari 

konsumen (customer-based sustainability perception) dan mendorong loyalitas 

pelanggan. Melalui pemanfaatan media sosial yang digunakan hampir separuh 

populasi Indonesia, Cleansheet memaksimalkan strategi pemasaran digital untuk 

menyampaikan nilai dan misinya secara luas. 

Cleansheet adalah startup layanan kebersihan yang memberdayakan 

masyarakat prasejahtera usia 18-25 tahun dengan tujuan meningkatkan 

kesejahteraan dan pendidikan. Selama lima tahun, Cleansheet telah melayani lebih 

dari 1.000 pelanggan individu (B2C), dengan tingkat loyalitas sekitar 25%. Untuk 

memahami faktor-faktor yang memengaruhi akuisisi dan loyalitas pelanggan, 

penelitian ini menganalisis hubungan antara pemasaran digital, persepsi 

keberlanjutan, kepuasan pelanggan, dan loyalitas, menggunakan metode Structural 

Equation Modeling-Partial Least Square (SEM-PLS). 

Penelitian dilakukan di kantor Cleansheet Cabang Cimanggu, Bogor, dari 

Januari hingga Maret 2024, melalui wawancara dengan pihak internal Cleansheet 

serta penyebaran kuesioner kepada 285 responden pelanggan. Mayoritas responden 

adalah perempuan, berusia 27-36 tahun, berdomisili di Bogor, bekerja sebagai 

pegawai swasta, berpendidikan sarjana, dan berpenghasilan di atas 6 juta rupiah per 

bulan. 

Hasil SEM-PLS menunjukkan bahwa pemasaran digital dan persepsi 

keberlanjutan secara parsial signifikan memengaruhi akuisisi pelanggan pada taraf 

nyata 1%. Kemudian, loyalitas pelanggan dipengaruhi oleh kepuasan pelanggan 

dan persepsi keberlanjutan secara signifikan pada taraf nyata 1%. Selain itu, 

pemasaran digital juga terbukti berdampak langsung pada persepsi keberlanjutan 

pada taraf nyata 1%. Lebih lanjut, kepuasan pelanggan terbukti sebagai variabel 

mediasi dalam hubungan antara pemasaran digital dan kualitas pelayanan terhadap 

loyalitas pelanggan. Selain itu, persepsi keberlanjutan juga terbukti memediasi 

pengaruh pemasaran digital terhadap akuisisi serta loyalitas pelanggan secara 

parsial. 

Berdasarkan temuan ini, Cleansheet direkomendasikan untuk meningkatkan 

akuisisi dan loyalitas pelanggan melalui pemanfaatan pemasaran digital melalui 

penguatan sistem evaluasi berbasis feedback, penayangan infografis di media sosial, 

serta penerapan co-creation untuk menjawab dinamika kebutuhan pelanggan serta 

memperkuat posisi Cleansheet sebagai sociotechnopreneur. 

 

Kata kunci :  loyalitas pelanggan, pemasaran digital, persepsi keberlanjutan, 

SEM-PLS, sociopreneurship. 
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SUMMARY 

RATIH DWI AMALIA. Analysis of Factors Influencing Customer Loyalty and 

Acquisition in a Social Entrepreneur Startup in the Cleaning Service Sector. 

Supervised by EKO RUDDY CAHYADI and ELISA ANGGRAENI. 

 

Given the growing intensity of market competition, startups are required to 

adopt strategies that go beyond profit orientation by integrating social and economic 

sustainability. Social entrepreneurship startups like Cleansheet aim to implement a 

Sustainable Business Model (SBM) that fosters customer-based persepsi 

keberlanjutan, which in turn helps build customer engagement and loyalty. With 

nearly half of Indonesia’s population actively using social media, digital platforms 

offer a valuable channel for communicating business values and social missions. 

Cleansheet is a cleaning service startup that empowers underprivileged youth 

aged 18-25 by providing employment opportunities and supporting their continued 

education. Over its five years of operation, Cleansheet has served over 1,000 

individual or household (B2C) customers, with a loyal customer base of 

approximately 25%. This study aims to explore the factors influencing customer 

acquisition and loyalty by analyzing the relationships among pemasaran digital, 

persepsi keberlanjutan, customer satisfaction, and customer loyalty using Structural 

Equation Modeling-Partial Least Square (SEM-PLS). 

The research was conducted at Cleansheet’s Cimanggu branch office in 

Bogor from January to March 2024. Data collection involved interviews with 

Cleansheet stakeholders and questionnaires distributed to 285 individual customers 

via Google Forms, supplemented by follow-up interviews. Most respondents were 

female, aged 27-36, residing in Bogor, working as private-sector employees, 

holding undergraduate degrees, and earning over 6 million rupiah per month. 

The SEM-PLS results indicate that digital marketing and sustainability 

perception significantly influence customer acquisition at the 1% significance level. 

Furthermore, customer loyalty is significantly affected by both customer 

satisfaction and sustainability perception, also at the 1% significance level. In 

addition, digital marketing was found to have a direct impact on sustainability 

perception. Customer satisfaction acts as a mediating variable between digital 

marketing and service quality in relation to customer loyalty. Sustainability 

perception was also found to partially mediate the effect of digital marketing on 

both customer acquisition and loyalty. 

Based on these findings, it is recommended that Cleansheet enhance customer 

acquisition and loyalty through optimized digital marketing activities. This includes 

strengthening feedback-based evaluation systems, presenting infographics on social 

media, and implementing co-creation strategies to better respond to evolving 

customer needs and reinforce Cleansheet’s positioning as a sociotechnopreneur. 

 

Keywords : customer loyalty, digital marketing, SEM-PLS, Sociopreneurship, 

Sustainability Perception. 
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