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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh brand image, e-
service quality, dan perceived ease of use terhadap e-loyalty pelanggan layanan
streaming Netflix. Subjek dalam penelitian ini adalah seseorang yang pernah
berlangganan layanan Netflix selama 2 bulan atau lebih dan berdomisili di
Jabodetabek, Indonesia. Sampel yang digunakan dalam penelitian ini adalah
sebanyak 180 responden. Teknik pengambilan sampel menggunakan purposive
sampling dan pendekatan yang digunakan adalah Structural Equation Model (SEM)
- Partial Least Square (PLS) dengan alat analisis SmartPLS 3. Hasil penelitian ini
menunjukkan bahwa Brand Image, E-Service Quality, dan Perceived Ease Of Use
berpengaruh positif dan signifikan terhadap E-Loyalty Pelanggan layanan
streaming Netflix.

Kata Kunci : Brand Image, E-Service Quality, Perceived Ease of Use, E-Loyalty,
Layanan Netflix.
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ABSTRACT

This study aims to analyze the effect of brand image, e-service quality, and
perceived ease of use on e-loyalty Netflix streaming. The subject of this research is
someone who has subscribed to the Netflix service for 2 months or more and lives
in Jabodetabek, Indonesia. The sample used in this study was 180 respondents. The
sampling technique using a purposive sampling and the approach used was the
Structural Equation Model (SEM) - Partial Least Square (PLS) with the SmartPLS
3 analysis tool. The results of this research show that Brand Image, E-Service
Quality, and Perceived Ease Of Use has a positive and significant effect on E-
Loyalty Netflix streaming service.

Keywords: Brand Image, E-Service Quality, Perceived Ease of Use, E-Loyalty,
Netflix Service.
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