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Abstract

This study is an integration between marketing science and linguistics which aimed 1) to
investigate the structure of customer reviews by Lazada’s customers, 2) to find the online marketing
mix factors and customer loyalty in the products and services in the customer reviews of Lazada,
and 3) to prioritize the online marketing mix factors and customer loyalty displayed in the customer
reviews of Lazada. The samples were obtained from a purposive sampling of the customer reviews
of disposable face masks from three web pages of products and services, totaling 1,500 items. The
tool used in the research was a computer program for table analysis of online marketing mix and
customer loyalty. This research used descriptive statistics, including mean, frequency, and
percentage. The study found that the structure of consumer reviews was short, with positive and
negative attitudes. It consisted of online marketing mix factors and customer loyalty towards
products and services, averaging 2.3 aspects per review. Six online marketing mix factors arranged
in descending order of importance were the product, process, integrity, price, promotion, and
personalization. The results showed that customer loyalty influencing repeat purchases received
the most reviews, followed by referrals and purchase history of goods and services. The results of

this research will help develop an online business to meet customers’ needs.
Keywords: Online Marketing Mix Factors, Customer Loyalty, Customer Reviews, Lazada
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