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 Alvindi Arandi 
 

ABSTRAK 
 

Penelitian ini membahas tentang pengaruh Customer Relationship Management 
Spotify Wrapped terhadap loyalitas pelanggan dengan melalukan survei pada 
followers akun Instagram Spotify Indonesia @spotifyid. Perkembangan teknologi 
yang semakin maju mengakibatkan perubahan signifikan di dalam masyarakat 
dalam mendengarkan musik. Masyarakat terutama generasi Milenial dan gen Z 
lebih memilih mendengarkan musik secara online melalui perangkat digital. Tujuan 
dari penelitian ini adalah untuk mengetahui apakah terdapat pengaruh dan seberapa 
besar pengaruh Customer Relationship Management Spotify Wrapped terhadap 
loyalitas pelanggan followers akun Instagram Spotify Indonesia @spotifyid. Teori 
atau konsep yang digunakan dalam penelitian ini adalah Media Richness Theory, 
Marketing Communication, Customer Relationship Management dan Loyalitas 
Pelanggan.periklanan digital. Penelitian ini berjenis kuantitatif dengan sifat 
eksplanatif serta metode yang digunakan adalah survei melalui kuesioner. Teknik 
pengambilan data dilakukan menggunakan teknik non-probability sampling yakni 
purposive sampling kepada 300 responden. Hasil dari penelitian ini menunjukkan 
bahwa Customer Relationship Management Spotify Wrapped memiliki pengaruh 
terhadap loyalitas pelanggan yaitu sebesar 46,3 %. Selebihnya sebanyak 53,7% 
merupakan faktor yang tidak dibahas dalam penelitian ini. 
 

Kata kunci: Customer Relationship Management, Loyalitas Pelanggan, Spotify 
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THE EFFECT OF SPOTIFY WRAPPED CUSTOMER 
RELATIONSHIP MANAGEMENT ON CUSTOMER LOYALTY: A 
SURVEY ON FOLLOWERS INSTAGRAM ACCOUNT SPOTIFY 

INDONESIA @SPOTIFYID 
 

 Alvindi Arandi 
 

ABSTRACT 
 

This study discusses the influence of Spotify Wrapped Customer Relationship 
Management on customer loyalty by conducting a survey on Spotify Indonesia 
@spotifyid Instagram account followers. The development of increasingly 
advanced technology has resulted in significant changes in society in listening to 
music. People, especially the Millennials and Gen Z, prefer to listen to music online 
via digital devices. The purpose of this research is to find out whether there is 
influence and how much influence Spotify Wrapped Customer Relationship 
Management has on customer loyalty of followers of the Spotify Indonesia 
Instagram account @spotifyid. Theories or concepts used in this study are Media 
Richness Theory, Marketing Communication, Customer Relationship Management 
and Customer Loyalty. Digital advertising. This type of research is quantitative 
with explanatory nature and the method used is a survey through a questionnaire. 
The data collection technique was carried out using a non-probability sampling 
technique, namely purposive sampling of 300 respondents. The results of this study 
indicate that Spotify Wrapped Customer Relationship Management has an 
influence on customer loyalty, which is equal to 46.3%. The remaining 53.7% are 
factors not discussed in this study. 
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