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1.1Background

Internet and technology have improved to become a part of our daily routines, enjoyed by many people
across the world while affecting all that revolves around the routines of humankind such as education,
finance, transportation, entertainment, and many more. The development of the internet and technology
in the late 20th and early 21st centuries have been significant, allowing things that seemed impossible to
do in the past to appear to be something considered to be normal in today's age. One spectacular
example of the continuous growth of technology can be seen in the improvement of how we consume
entertainment. A sizeable majority of customers worldwide possess and utilize computers and/or mobile
devices, which has also led to a phenomenal increase in the amount of money that businesses are

spending on digital advertising (Ritz et al., 2019).

Because of the technological revolution, people's lifestyles are changing quickly, they are quite mobile
during their everyday activities, and the Internet has now replaced many of their essential necessities
(Jokhu et al., 2021). Media consumption, especially in the film industry has shown vast growth. The
cultural sectors are evolving as a result of streaming, but in a variety of ways and at varying rates. The
trend toward streaming is most obvious in the music sector, but it is also prevalent in the film and

0/36 sentences are likely Al generated.
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Determinant Factors of Customer Loyalty: Case Study of Netflix

Subscription Video-On-Demand Service in Indonesia

ABSTRACT

The purpose of this study is to identify the determinant factors of customer loyalty
towards Netflix's subscription video-on-demand service in Indonesia. The study will
focus on two independent variables, namely pricing strategy and habitual behavior,
with the mediating variable of customer satisfaction and the dependent variable of
customer loyalty. The study will use a quantitative approach, with purposive sampling
and the data will be collected through an online survey. The target population for this
study is Netflix subscribers in Indonesia aged 18-34 years old. The sample size will
be consisting of 129 respondents. The study will use PLS-SEM as the primary analysis
tool to test the research model and hypotheses. The study will contribute to the existing
literature by providing insights into the factors that influence customer loyalty towards
Netflix in Indonesia. The findings of this study are expected to be useful for Netflix
in developing effective strategies to improve customer loyalty and retain customers in
the highly competitive Indonesian market. The study will also provide insights into
the applicability of the PLS-SEM technique in the context of customer loyalty
research. In conclusion, this study aims to provide insights into the determinant factors
of customer loyalty towards Netflix's subscription video-on-demand service in
Indonesia. The study will use PLS-SEM as the primary analysis tool and an online
survey to collect data. The result shows that pricing strategy does have a positive
impact on customer loyalty which mediated by customer satisfaction, which oppose
to the result of habitual behavior which shows a negative impact. The findings of this
study are expected to be useful for Netflix in developing effective strategies to
improve customer loyalty and retain customers in the highly competitive Indonesian
market.

Keywords: Video-On-Demand, Netflix Indonesia, customer satisfaction, customer
loyalty
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