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CONTENT MARKETING DAN ELECTRONIC WORD OF MOUTH
INSTAGRAM UNTUK CUSTOMER RETENTION MELALUI BRAND
AWARENESS PADA KATERING JATIROSO

Khikmatus Sa’diyah, Mubarokah, dan Prasmta Dian Wijayati

ABSTRAK

Katering Jatiroso menerapkan content marketing dan electronic word of
mouth sebagai strategi pemasarannya. Penelitian ini bertujuan untuk menganalisis
pengaruh content marketing (X1) dan electronic word of mouth terhadap customer
retention (Y) yang dimediasi oleh brand awareness (Z) pada katering Jatiroso.
Metode penelitian yang digunakan adalah Structural Equation Modeling (SEM)
berbasis Partial Least Square (PLS) menggunakan program Smart PLS 4.
Pengumpulan data dilakukan melalui kuesioner menggunakan google form kepada
98 responden yang dipilih melalui teknik non-probability sampling, yaitu purposive
dan voluntary sampling. Hasil penelitian menunjukkan bahwa nilai koefisien jalur
untuk pengaruh langsung X1 terhadap Y, X1 terhadap Z, X2 terhadap Y, X2
terhadap Z, dan Z terhadap Y adalah positif dan signifikan, yang berarti variabel-
variabel tersebut dapat mempengaruhi customer retention. Untuk pengaruh X1
terhadap Y yang dimediasi oleh Z berpengaruh positif dan signifikan sebesar 14%.
Sedangkan untuk pengaruh X2 terhadap Y yang dimediasi oleh Z memiliki
pengaruh positif namun tidak signifikan. Dengan demikian, strategi content
marketing yang diterapkan oleh katering Jatiroso tidak hanya langsung
meningkatkan customer retention, tetapi juga melalui peningkatan brand
awareness. Sedangkan electronic word of mouth juga berkontribusi positif terhadap
customer retention dan brand awareness, namun mediasi brand awareness dalam
hubungan ini tidak signifikan.

Kata Kunci: content marketing, electronic word of mouth, brand awareness,
customer retention, katering
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CONTENT MARKETING AND ELECTRONIC WORD-OF-MOUTH
MARKETING ON INSTAGRAM FOR CUSTOMER RETENTION
THROUGH BRAND AWARENESS IN JATIROSO CATERING SERVICES

Khikmatus Sa’diyah, Mubarokah, dan Prasmta Dian Wijayati

ABSTRACT

Jatiroso Catering implements content marketing and electronic word of
mouth as its marketing strategies. This research aims to analyze the effect of content
marketing (X1) and electronic word of mouth on customer retention (Y) mediated
by brand awareness (Z) at Jatiroso Catering. The research method used is Structural
Equation Modeling (SEM) based on Partial Least Square (PLS) using the Smart
PLS 4 program. Data collection was conducted through a questionnaire using
Google Forms to 98 respondents selected through non-probability sampling
techniques, namely purposive and voluntary sampling. The research results showed
that the path coefficient values for the direct influence of X1 on'Y, X1 on Z, X2 on
Y, X2 on Z, and Z on Y were positive and significant, meaning that these variables
could influence customer retention. For the influence of X1 on Y mediated by Z, it
was positive and significant at 14%. Meanwhile, the effect of X2 on Y mediated by
Z has a positive but insignificant effect. Thus, the content marketing strategy
implemented by Jatiroso catering not only directly increases customer retention but
also through increased brand awareness. Meanwhile, electronic word of mouth also
contributes positively to customer retention and brand awareness, but the mediation
of brand awareness in this relationship is not significant.

Keywords: content marketing, electronic word of mouth, brand awareness, catering
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