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ABSTRAK

Penelitian ini bertujuan untuk menguji pengaruh Digital Branding,
Social Marketing dan Kualitas Pelayanan terhadap Kepuasan Pelanggan
pada aplikasi Kitabisa.com di wilayah Jakarta Selatan. Jenis penelitian ini
merupakan penelitian kuantitatif dengan jenis data sekunder. Metode
Penelitian ini dilakukan dengan analisis memakai software Partial Least
Square (SmartPLS) versi 4 dengan populasi pengguna baik yang pernah
menggunakan, maupun pengguna tetap aplikasi donasi digital
Kitabisa.com di Jakarta Selatan, diambil sebanyak 140 responden dengan
metode purposive sampling. Hasil penelitian ini menunjukkan bahwa
Digital Branding berpengaruh positif dan signifikan terhadap Kepuasan
Pelanggan, Social Marketing berpengaruh positif dan signifikan terhadap
Kepuasan Pelanggan, dan Kualitas Pelayanan berpengaruh positif dan
signifikan terhadap Kepuasan Pelanggan.

Kata Kunci: Digital Branding, Social Marketing, Kualitas Pelayanan
dan Kepuasan Pelanggan.
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ABSTRACT

This study aims to examine the effect of Digital Branding, Social
Marketing and Service Quality on Customer Satisfaction in the
Kitabisa.com application in The South Jakarta Area. This type of
research is a quantitative research with secondary data types. Methods
This research was carried out by analysis using Partial Least Square
(Smart-PLS) software version 4 with a population of users who have
used, as well as regular users of the Kitabisa.com digital donation
application in Jakarta Selatan, 140 respondents were taken using a
purposive sampling method. The results of this research show that the
Digital Branding has a positive and significant effect on Customer
Satisfaction, the Social Marketing has a positive and significant effect on
Customer Satisfaction, and the Service Quality has a positive and
significant effect on Customer Satisfaction.

Keywords: Digital Branding, Social Marketing, Service Quality and
Customer Satisfaction.
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