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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh Electronic Word of Mouth (e-
WOM), Social Media Marketing, dan Brand Awareness terhadap loyalitas pelang-
gan Generasi Z di Wahidin Coffee. Penelitian ini merupakan penelitian kuantitatif
dengan menggunakan data primer yang diperoleh secara langsung dari responden
melalui penyebaran kuesioner dan dianalisis menggunakan metode analisis regresi
linier berganda. Teknik pengambilan sampel yang digunakan adalah purposive
sampling dengan kriteria konsumen Generasi Z berusia 17-29 tahun, pernah
melakukan pembelian produk di Wahidin Coffee minimal dua kali, dan aktif
menggunakan media sosial seperti /nstagram atau TikTok. Jumlah sampel dalam
penelitian ini sebanyak;150.responden. Hasil penelitian menunjukkan bahwa Elec-
tronic Word of Mouth. (e-WOM) berpengaruh signifikan terhadap loyalitas pelang-
gan, Social Media Marketing~tidak berpengaruh signifikan terhadap loyalitas
pelanggan, dan Brand Awareness berpengaruh signifikan terhadap loyalitas pelang-
gan. Secara simultan, Electronic Word of Mouth (e-WOM), Social Media Market-
ing, dan Brand Awareness berpengaruh signifikan terhadap loyalitas pelanggan
Generasi Z di Wahidin Coffee. Nilai Adjusted R Square sebesar 0,713 menunjukkan
bahwa sebesar 71,3% variasi loyalitas pelanggan dapat dijelaskan oleh ketiga vari-

abel tersebut, sedangkan 28,7% dipengaruhi oleh variabel lain di luar penelitian.

Kata kunci: Electronic Word of Mouth, Social Media Marketing, Brand Awareness,

Loyalitas Pelanggan, Generasi Z.
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ABSTRACT

This study aims to determine the influence of Electronic Word of Mouth (e-WOM)),
Social Media Marketing, and Brand Awareness on Generation Z customer loyalty at
Wahidin Coffee. This is a quantitative study utilizing primary data obtained directly
from respondents via questionnaires and analyzed using multiple linear regression
analysis. Purposive sampling was employed, with criteria requiring respondents to be
Generation Z consumers aged 17-29, to have purchased products at Wahidin Coffee at
least twice, and to be active users of social media platforms such as Instagram or
TikTok. The study involved a sample of 150 respondents. The results indicate that
Electronic Word of Mouth (e-WOM) and Brand Awareness have a significant
influence on customer loyalty, whereas Social Media Marketing does not. Collectively,
Electronic Word of Mouth (e-WOM), Social Media Marketing, and Brand Awareness
significantly influence the customer loyalty of Generation Z at Wahidin Coffee. The
Adjusted R-Square value of 0.713 indicates that these three variables can explain
71.3% of the variation in customer loyalty. In contrast, the remaining 28.7% is
influenced by variables outside the scope of this study.

Keywords. Electronic Word of Mouth, Social Media Marketing, Brand Awareness,
Customer Loyalty, Generation Z.
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