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Abstract: 
 

This research aims to analyze the role of e-commerce in the digital transformation of 
marketing with a focus on the TikTok platform in Indonesia. The research uses a quantitative 
approach with explanatory research methods and involves 100 respondents selected through 
purposive sampling techniques. The variables studied include customer interaction, 
personalization, customer experience, and customer behavior. Data were collected through 
questionnaires and analyzed using the SEM-PLS method on SmartPLS4. The research results 
show that customer interaction and personalization have a positive and significant impact on 
customer experience. Additionally, customer experience has a positive and significant impact 
on customer behavior. Customer interaction also has a positive and significant impact on 
customer behavior. However, personalization has a positive but not significant impact on 
customer behavior. This research provides insights into the importance of customer experience 
in mediating the influence of customer interaction and personalization on customer behavior, 
as well as serving as a basis for developing more effective digital marketing strategies. 
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1. Introduction 
 

The rapid development of information technology brings significant changes in 
various aspects. With the development of technology supporting internet ease for 
users in running and developing their business activities and ventures. In business, 
technology is applied in marketing, customer service, and sales where buyers are 
directly connected with sellers, even if they are in different geographical locations. 
The survey results from the Indonesian Internet Service Providers Association (APJII) 
indicate that the number of internet users in Indonesia in 2024 will reach 
approximately 221 million people out of a total population of more than 278 million 
people in Indonesia in 2023. This means that the internet penetration rate in Indonesia 
will reach 79.5% compared to the previous period, showing an increase of 1.4% 
(Prasetiyo et al., 2024). 
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The surge in internet users has triggered an increase in electronic commerce (e-
commerce) conducted by business actors ranging from small to large scale. E-
commerce is a part of e-business, in other words, the scope of e-business is broader 
and not just limited to trade but also includes collaboration with business partners, 
customer service, job vacancies, and more (Basri, 2020). Besides the World Wide 
Web network technology, e-commerce also requires database technology, email, and 
other non-computer technologies such as delivery systems and payment tools for e-
commerce. According to Ahmadi in Marcel et al., (2018), e-commerce is the activity 
of buying and selling through the internet network where buyers and sellers do not 
meet directly, but communicate through internet media. Through e-commerce-based 
sales systems, it can be used as a medium for promotion, communication, and 
information in marketing goods worldwide, and of course, it will increase sales results 
more effectively and efficiently. 

The role of e-commerce in recent years has been very significant in terms of 
marketing, as during the Covid-19 pandemic, everyone had to reduce outdoor 
activities. With the presence of e-commerce, businesses or trades being conducted can 
also increase drastically, and this method is more practical compared to having to go 
to the store directly (Ismai, 2020).  

 

Figure 1. The number of E-commerce users in Indonesia 2018-2027 
Source: DataIndonesia.id 

Based on the graph in Figure 1, it shows that there has been a continuous increase in 
e-commerce usage in Indonesia every year. In 2018, or before the occurrence of 
COVID-19, the number of e-commerce users reached 93.42 million. In 2020, or 
during the COVID-19 pandemic, the number of e-commerce users increased to 138.09 
million. By 2024, the graph shows that the number of e-commerce users will rise again 
to 208.55 million, and subsequently, the graph predicts that the number of e-
commerce users will continue to increase until 2027. This indicates a positive trend in 
changes in customer behavior.  

The advantages and benefits of e-commerce users can be seen from the digital 
marketing transformation, such as reaching customers worldwide, accelerating and 
streamlining business processes, serving as a platform for promoting and 
communicating marketed products and services, and enabling interaction and 
data/information exchange among various parties, which will minimize human error. 
However, in this case, there are also drawbacks and weaknesses, such as security 
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issues, product discrepancies, and the undeniable occurrence of unexpected losses for 
e-commerce users (Rony et al., 2023).  

In today's digital era, digital marketing transformation has become crucial for 
businesses to compete in an increasingly competitive market (Nofiani & Mursid, 
2021). In the world of marketing, digital transformation has a significant impact on 
businesses, both in terms of consumer behavior and the business models being 
implemented. Changes in consumer behavior require businesses to adapt quickly in 
order to remain relevant in the market. In addition, digital transformation can also 
enable businesses to achieve efficiency and innovation in their operations. Digital 
transformation is very important in the process of change within organizations or 
businesses in utilizing digital technology to enhance the value for customers and 
stakeholders comprehensively (Widnyani et al., 2021). Digital transformation can also 
change the way businesses operate, including in management, operations, and 
marketing. 

E-Commerce has opportunities in digital marketing transformation, one of which is 
video marketing through the use of platforms like TikTok that provide creative 
opportunities to reach a larger audience, in addition to TikTok as a social media 
platform that functions to watch short videos, a place for self-expression, and also a 
source of information among customers (Uva et al., 2024). In 2023, the TikTok E-
Commerce platform was closed due to the TikTok shop receiving both positive and 
negative comments from traders selling in the market as well as consumers (Mega 
Ivana et al., 2023). However, in 2024, the TikTok platform collaborated with 
Tokopedia for product marketing through content and live sessions conducted by 
traders on the TikTok platform. This is reinforced by the large number of TikTok 
platform users in Indonesia, according to We Are Social data, the number of TikTok 
users in Indonesia has reached 126.83 million as of January 2024. In this case, we can 
observe consumer behavior towards the TikTok platform (Riyanto., 2023). 

Customer behavior is an activity directly related to the acquisition, consumption, and 
use of products or services. Customer behavior is also the study of individuals, groups, 
and organizations that choose, buy, use, and find goods, services, ideas, or experiences 
to satisfy customer desires and needs (Juliana, 2023). Customer behavior also includes 
the decision-making process to evaluate, acquire, and use goods and services. 
Customer behavior reflects the search for purchasing, using, evaluating, and 
improving their products and services (Saputra et al., 2021). Previous research has 
discussed customer behavior, but there are still differences in research findings. In the 
study by (Ardani et al., 2024) titled "Analysis of Consumer Experience, Consumer 
Trust, and Product Quality on Consumer Behavior in TikTok Shop," it is stated that 
the variables of consumer experience, consumer trust, and product quality 
significantly influence consumer behavior. Furthermore, the study by (Moehadi et al., 
2024) titled "The Role of E-Commerce and Lifestyle in Determining Consumer 
Behavior" states that E-Commerce and lifestyle have a significant positive influence 
on consumer behavior. Customer behavior can be influenced by several factors, 
including psychological, social, and cultural factors. According to (Rahmawati & 
Arifin, 2022), it shows that customer behavior in e-commerce in Indonesia is 
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influenced by price perception, product quality, and the ease of the payment system. 
Hapsari et al., (2020) also found that emotional factors and information quality 
influence purchasing decisions in customer behavior on e-commerce. 

Customer experience encompasses all activities and interactions that customers have 
with the company, from the pre-purchase stage to the post-purchase stage (Rahman et 
al., 2023). This includes dimensions such as product safety, customer service, product 
quality, brand communication, and response to customer feedback (Fatmawati et al., 
2016). In the context of manufacturing, customer experience is also related to the 
integration of products with digital technology, maintenance, and efficient technical 
support (Gunawan et al., 2017). Moreover, technological advancements such as the 
Internet of Things (IoT), big data analytics, and artificial intelligence have enabled 
manufacturing companies to collect and analyze customer data in greater detail, and 
to provide a more personalized and relevant experience (Wijaya et al., 2021). 
Therefore, research on customer experience in e-commerce has become increasingly 
important in understanding the changing dynamics of marketing today. Customer 
experience is very important in determining customer behavior. According to research 
conducted by (Rizan et al., 2020) positive experiences during purchases through e-
commerce platforms in Indonesia can directly influence purchasing decisions. 
Consumers who have a satisfying shopping experience tend to leave positive reviews 
that can strengthen the brand image (Japutra et al., 2020). 

Customer interaction plays an important role in e-commerce because with it, the 
buying and selling process can run effectively. With customer interaction, strong 
relationships can be built between sellers and their customers. Through effective 
interaction, companies can better understand the needs, preferences, and expectations 
of customers, thereby creating positive and relevant services. According to Kotler and 
Keller (2016), good interactions can create superior customer experiences, which in 
turn lead to higher customer satisfaction and the potential for word-of-mouth 
recommendations. As technology advances, these interactions are no longer limited 
to face-to-face contact but extend to various digital platforms, such as social media, 
email, and chatbots, allowing companies to stay connected with customers more 
dynamically (Setiawan et al., 2024). Intense customer interaction with company 
services enhances positive experiences and ultimately increases customer loyalty 
(Hapsari et al., 2020). According to (Iqbal, 2020), it is explained that good interactions 
between consumers and companies, whether directly or through social media, build 
strong engagement and increase consumer trust. 

Personalization is very important in introducing and getting closer to customers 
through online media. According to (Albashrawi & Motiwalla., 2015), personalization 
includes adjusting the user interface and images to meet the individual needs of each 
user (Mujitahid., 2022). Personalization increases adoption and maintains the 
sustainable use of information technology. There are various benefits generated 
through personalization carried out by entrepreneurs, such as building good 
relationships with customers, enhancing customer experience, increasing sales, 
capturing customer attention, and so on. Personalization in e-commerce can enhance 
product relevance for consumers and strengthen the relationship between the company 
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and customers (Molinillo et al., 2020). Pandey et al., (2020), found that 
personalization based on previous purchase data makes customers feel valued, thereby 
increasing loyalty (Quach et al., 2020), added that data-driven personalization 
strategies in marketing can enhance customer engagement in Indonesia. 

In recent years, many studies have been conducted on how consumer interaction and 
personalization impact consumer behavior. Some studies show that the 
implementation of personalization and good interaction between companies and 
customers can positively affect customer behavior, such as increasing loyalty and 
purchase decisions. One example is the research by (Smith et al., 2021), which found 
that customer satisfaction increased with more personal interactions, which in turn 
increased the likelihood of them purchasing products again. Additionally, research by 
(Gupta & Simmons., 2021) found that. 

However, other research produced conflicting findings. A study conducted by (Lee & 
Kim., 2022) found that although more personal interactions are expected to enhance 
customer relationships, there is not always a significant relationship between 
personalization and customer behavior, especially in e-commerce. The results of this 
study indicate that other variables, such as price and product quality, may be more 
dominant in influencing purchasing decisions than personalization or the interactions 
carried out. 

Therefore, further research is still needed to determine the extent of this component's 
influence on customer behavior, as well as the conditions or contexts that may affect 
these findings. By using customer experience variables as mediators, further research 
is required to identify the factors that influence the success of customer interactions 
and personalization in affecting customer behavior across various industries.  

In this study, an understanding of the Role of E-Commerce in Digital Marketing 
Transformation will be presented, involving the variables of customer interaction, 
personalization, customer experience, and customer behavior. This research 
formulation refers to the Role of E-Commerce in Digital Marketing Transformation 
on the TikTok platform in Indonesia.  

2. Theoretical Background 
 

Customer Interaction: In the concept of digital marketing transformation, customer 
interaction refers to all forms of communication and engagement between the 
company and customers across various channels, such as face-to-face, social media, 
email, and other digital platforms. Companies that implement AI technology and 
chatbots in customer service have increased customer satisfaction and service 
efficiency (Li & Zhang, 2021). 

Personalization: Personalization in digital transformation serves as a marketing and 
service strategy that tailors products, services, or communications to individual 
customer preferences. This is reinforced by the development of AI technology and 
data analytics, allowing businesses to present more relevant content, product 
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recommendations, and interactions to customers, which increases customer 
engagement and conversion (Broklyn et al., 2024). 

Customer Experience: Customer experience is defined as the perception of 
customers regarding their interactions with a brand or business throughout the 
purchasing journey. A positive customer experience increases customer loyalty and 
retention, which ultimately impacts the company's profitability. Customer experience 
encompasses various elements, including customer service, digital interactions, 
product quality, and the emotional factors felt by customers during the purchase and 
use of products or services (Maniati, 2024). 

Customer Behavior: Customer behavior is the study of how individuals, groups, or 
organizations choose, buy, use, and dispose of products or services to meet their 
needs. Recent research shows that digital transformation has a significant impact on 
consumer behavior, especially in the context of e-commerce. The study conducted by 
Shabbir et al., (2025) found that digitalization not only enhances the trend of online 
shopping but also strengthens customer loyalty towards certain brands. Consumers 
are increasingly aware of various digital tools and prioritize security and convenience 
in online transactions. 

The research conducted by (Lemon & Verhoef., 2020) states that customer interaction 
has a positive and significant impact on customer experience. This finding is 
consistent with the research conducted by (Heriyanto & Tanjung., 2021), which states 
that customer interaction has a significant impact on customer experience. 
H1: Customer interaction has a positive and significant effect on customer experience 

The research conducted by (Pantano et al., 2021) states that personalization has a 
positive and significant impact on customer experience. This research aligns with the 
study conducted by (Setiawan & Wibowo., 2020), which also states that 
personalization has a positive and significant impact on customer experience. 
H2: Personalization has a positive and significant effect on customer experience 

The research conducted by (Homburg et al., 2021) states that customer experience has 
a positive and significant impact on customer behavior. This research aligns with the 
study by Rahmawati & Santoso (2020), who also stated that customer experience has 
a positive and significant impact on customer behavior. 
H3: Customer experience has a positive and significant effect on customer behavior 

The research conducted by (Bolton et al., 2021) states that customer interaction has a 
positive and significant impact on customer behavior. In another study, there is a 
similar finding that states customer interaction has a positive and significant impact 
on customer behavior. (Pratama & Nugroho., 2022). 
H4: Customer interaction has a positive and significant effect on customer behavior 

The research conducted by (Lee & Lee., 2020) states that personalization has a 
positive and significant impact on customer behavior. This research is in line with the 
study conducted by (Sari & Yusra., 2021), which states that personalization has a 
positive and significant impact on customer behavior. 
H5: Personalization has a positive and significant effect on customer behavior 
 



 
 

 

Galih Pratama, Firdaus, Juma’i, Dita Aulia Febriana 
 1174 

  

3. Methodology 
 

This research uses a quantitative method with the type of explanatory research. 
According to (Sugiyono., 2013), in the research (Handayani et al., 2024), explanatory 
research is a study that explains the position between the variables being examined 
and the relationship between one variable and another through the testing of 
formulated hypotheses. The population in this study consists of Tiktok e-commerce 
users in Indonesia who have made purchases and interacted using Tiktok e-commerce, 
with the sample size being the number of indicators multiplied by a range of 1-10 
(Hair et al., 2020). In this study, the sample used consists of 13 indicators multiplied 
by 8, resulting in 104, and the estimated sample size is 100 respondents. The sampling 
technique used in this study is purposive sampling. Purposive sampling is a subjective 
data collection method, and the criteria for respondents in this study are as follows: 
(1) Minimum age of 18 years, (2) Users of Tiktok e-commerce in Indonesia, (3) Users 
in Indonesia who have purchased products on Tiktok e-commerce at least once in the 
last 3 months.  The data obtained were collected using a 1-5 Likert scale questionnaire. 
The variables along with the indicators used in this research are as follows: Customer 
interaction variable: (1) interaction frequency, (2) interaction quality, and (3) 
interaction satisfaction (Sashi, 2012). Personalization variable: (1) customer interest, 
(2) customer fit, and (3) customer attention (Santoso, 2013). Customer experience 
variable: (1) sensory experience, (2) emotional experience, (3) cognitive experience, 
and (4) relational experience (Pentina et al., 2011). Customer behavior variable: (1) 
repurchase, (2) customer satisfaction, and (3) customer loyalty. (Hellier et al., 2003). 
Data processing using SEM-PLS. The selection of SEM-PLS as a data analysis tool 
is based on the following reasons according to (Hair et al., 2019) : 1.) for analyses 
related to testing theoretical frameworks, 2.) complex structural models that 
encompass various constructs, indicators, and/or relationship models, 3.) to explore 
the development of theory from existing theories in previous research, 4.) sample size 
limitations. 
 

4. Empirical Findings/Result 
Instrument Test 
Validity Test based on Outer Loading 

 
Figure 2. Full Model Results 
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Outer Loading Matrix 
Table 1. Results of the External Load Matrix Test 

Source: Data processed by SEM PLS (2024) 

The convergent validity test is used to assess the extent to which theories can jointly 
explain the variability of an indicator. The convergent validity test is measured 
through the outer loading parameter. If the outer loading value > 0.7, then convergent 
validity is considered achieved and declared valid (Alifia & Rafik, 2024). Based on 
the outer loading validity test results above, it can be seen that all loading values > 
0.7. This indicates that the data has met the validity requirements based on the loading 
values. 

Validity Testing based on AVE and Reliability Testing based on CR and CA 
Table 2. Validity Test Results 

Variable Cronbach’s 
alpha 

Composite 
reliability 
(rho_a) 

Composite 
reliability 

(rho_c) 

Average 
variance 
extracted 

(AVE) 
Customer Interaction (X1) 0.747 0.781 0.854 0.662 

Personalization (X2) 0.831 0.833 0.899 0.747 

Customer Experience (Z) 0.800 0.806 0.870 0.626 

Customer Behavior (Y) 0.752 0.760 0.857 0.667 

Source: Data processed by SEM PLS (2024) 

The AVE value is considered adequate if the minimum value obtained is > 0.5 (Hair 
et al., 2019). Based on the data analysis results above, all AVE values are more than 
0.5, indicating that the data is valid and has met the validity criteria according to the 

 
Variable 

Customer 
Interaction 

Personalization Customer 
Experience 

Customer 
Behavior 

Interaction frequency 0.716    
Interaction quality 0.871    

Interaction satisfaction 0.845    
Customer interest  0.892   

Customer fit  0.856   
Customer intention  0.845   
Sensory experience   0.757  

Emotional experience   0.733  
Cognitive experience   0.828  
Relational experience   0.843  

Repurchase    0.790 
Customer satisfaction    0.824 

Customer loyalty    0.836 
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AVE standard. Then, for reliability testing, according to (Hair et al., 2020), CA and 
CR are considered valid if their values are > 0.7. Based on the test results above, all 
variables meet the validity criteria according to CA and CR, as they have values > 0.7. 

Fornell - Larcker Criterion Test 
Table 3. Result of The Fornell - Larcker Criterion Test 

Source: Data processed by SEM PLS (2024) 

The Fornell-Larcker Criterion test is used to measure discriminant validity by 
comparing the square root of the Average Variance Extracted (AVE) of each construct 
with the correlation to other constructs. Discriminant validity is considered fulfilled if 
the square root of the AVE for each construct is greater than the correlation between 
that latent construct and other latent constructs (Hamid et al., 2017). Based on the 
above data, it is evident that the square root of the AVE for all variables is greater than 
the correlation between constructs, thus it can be stated that discriminant validity for 
all these variables has been fulfilled. 

Significance Test (Hypothesis) Influence (Bootstrapping) (Inner Model) 

Table 4. Results of the Significance Test (Hypothesis) Influence 
(Bootstrapping) (Inner Model) 

Variable Original 
sample 

(o) 

Sample 
mean 
(M) 

Standard 
deviation 
(STDEV) 

T statistic 
(|O/STDEV|) 

P 
values 

Customer Interaction -
> Customer 
Experience 

0.505 0.507 0.094 5.371 0.000 

Personalization -> 
Customer Experience 0.385 0.392 0.094 4.086 0.000 

Customer Experience 
-> Customer Behavior 0.266 0.217 0.115 1.969 0.049 

Customer Interaction -
> Customer Behavior 0.415 0.423 0.090 4.630 0.000 

Personalization -> 
Customer Behavior 0.128 0.137 0.084 1.525 0.127 

Source: Data processed by SEM PLS (2024) 

 

 Customer 
Experience 

Customer 
Interaction 

Customer 
Behavior 

Personalization 

Customer 
Experience 

0.791    

Customer 
Interaction 

0.649 0.814   

Customer 
Behavior 

0.569 0.610 0.817  

Personalization 0.574 0.374 0.413 0.864 
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• Customer interaction (X1) has a positive effect on customer experience (Z) with a 
coefficient value of 0.505 and is significant with a p-value of 0.000. 

• Personalization (X2) has a positive effect on customer experience (Z) with a 
coefficient value of 0.385 and is significant with a p-value of 0.000. 

• Customer experience (Z) has a positive effect on customer behavior (Y) with a 
coefficient value of 0.266 and is significant with a p-value of 0.049. 

• Customer interaction (X1) has a positive effect on customer behavior (Y) with a 
coefficient value of 0.415 and is significant with a p-value of 0.000. 

• Personalization (X2) has a positive effect on customer behavior (Y) with a 
coefficient value of 0.128 but is not significant with a p-value of 0.127.  

 
R-Square 

Table 5. R-Square Test Result 

Variable R-square R-square adjusted 
Customer Behavior (Y) 0.435 0.417 

Customer Experience (Z) 0.549 0.540 
Source: Data processed by SEM PLS (2024) 

It is known that the R-square value for customer behavior (Y) is 0.435, which indicates 
that the variables customer interaction (X1) and personalization (X2) together can 
influence customer behavior by 43.5%. Additionally, the R-square value for customer 
experience (Z) is 0.549, which means that customer interaction (X1) and 
personalization (X2) also contribute to influencing customer experience by 54.9%. 

Mediation Analysis 
Table 6. Results of the Mediation Test 

Variable 
Original 
sample 

(o) 

Sample 
mean 
(M) 

Standard 
deviation 
(STDEV) 

T statistic 
(|O/STDEV|) 

P 
values 

Customer 
Interaction -> 

Customer 
Experience -> 

Customer Behavior 

0.114 0.110 0.062 1.867 0.068 

Personalization -> 
Customer 

Experience -> 
Customer Behavior 

0.087 0.085 0.050 1.754 0.079 

Ø Customer interaction (X1) has a positive effect on customer behavior through 
customer experience with a coefficient value of 0.114, but it is not significant with 
a p-value of 0.068 > 0.05. 

Ø Personalization (X2) has a positive effect on customer behavior through customer 
experience with a coefficient value of 0.087, but it is not significant with a p-value 
of 0.079 > 0.05. 
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5. Discussion 
This research involves 100 respondents with various characteristics, designed to 
provide a representative picture of the impact of digital marketing and e-commerce 
generated by TikTok. Of the 100 respondents, 49% are female and 51% are male, 
showing a balance between the two genders, so the research findings can reflect the 
views of both groups on the use of TikTok and e-commerce. Based on age, 39% of 
respondents aged 18-25 are the younger group who are more active in using social 
media, especially TikTok, and shopping online for personal and lifestyle needs. 30% 
of respondents aged 26-30 are the adult group who are more established in their 
careers or education and are more likely to engage with digital marketing. 19% of 
respondents aged 31-35, who have more experience using social media and TikTok, 
tend to be more cautious in online shopping but still engage in e-commerce. The age 
group above 35, which constitutes 12% of the sample, represents the use of TikTok 
by adults, who are more selective in interacting with advertisements and shopping 
online. 

In terms of occupation, 39% of respondents work as professional employees, either in 
government or private companies, earning a steady income and actively interacting 
with brands on TikTok. Meanwhile, 29% of respondents are entrepreneurs or 
freelancers, who are more involved in digital marketing to sell their goods or services 
on TikTok and conduct online transactions. As many as 19% of respondents are 
students, who use TikTok for entertainment and interact with marketing content that 
is age-appropriate, as well as purchase goods online for personal needs. Finally, 13% 
of the respondents work in other fields, such as doctors or part-time workers, who are 
still involved in TikTok and e-commerce, albeit in smaller proportions. Overall, the 
respondents of this study are active TikTok e-commerce users, providing a 
comprehensive picture of how age, gender, and job background can influence their 
interactions with digital platforms and consumer behavior in the context of digital 
marketing. 

The Influence of Customer Interaction on Customer Experience 
The test results show that the customer interaction variable has a positive and 
significant impact on customer experience. This indicates that when customers 
continuously interact on the TikTok platform, a customer experience is formed on that 
platform. Through effective interaction, the company can better understand the needs, 
preferences, and expectations of customers, thereby creating positive and relevant 
services. This is supported by the presence of indicators such as interaction frequency, 
interaction quality, and interaction satisfaction, and is in line with the research 
conducted by (Heriyanto & Tanjung, 2021). 
 
The research explains that the customer interaction variable has a positive and 
significant impact on customer experience in the retail industry in Indonesia. This is 
formed by having good communication between customers and the company. It can 
be concluded that if the TikTok platform has good and positive interactions with 
customers, then customers will experience an excellent experience. 
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The Influence of Personalization on Customer Experience 
Based on the results obtained, it shows that the personalization variable has a positive 
and significant impact on customer experience. This means that the more often the 
TikTok platform personalizes for customers, the more positive experiences the 
customers will have. The TikTok platform receives a boost from indicators such as 
customer interest, customer fit, and customer attention. Companies can strengthen 
personalization for customers by building good relationships, enhancing experiences, 
increasing sales, and capturing customer attention. This is in line with the research 
conducted by (Rahmawati & Arifin, 2022). 
 
The research states that emotions and cognition driven by personalization 
relationships have been found in the online context. Customers prefer personalized 
offers or advertisements tailored to their activities. This occurs on the TikTok platform, 
where customers typically find products they desire through short videos in the form 
of advertisements or promotions on that platform. It can be concluded that if the 
TikTok platform personalizes for customers by aligning with their desires, customers 
will have a great experience with the company. 
 
The Influence of Customer Experience on Customer Behavior 
The test results show that the customer experience variable has a positive and 
significant influence on customer behavior. The more interactions and positive 
experiences customers have, the more it affects their behavior, including purchase 
interest, satisfaction, and loyalty towards the TikTok platform. The approach to 
customer experience indicators, such as sensory experience, emotional experience, 
cognitive experience, and relational experience, will serve as benchmarks for 
purchases on an e-commerce platform. This is in line with the research conducted by 
(Ardani et al., 2024). 
 
The research explains that customer experience can influence customer attitudes when 
purchasing products or services. This is very important because it can affect the 
willingness to repurchase products or services and even recommend them to friends 
or others. It can be concluded that when customers have a positive experience using 
the TikTok platform, it increasingly influences customer behavior in terms of 
customer satisfaction, promotion, and loyalty towards the TikTok platform. 
 
The Influence of Customer Interaction on Customer Behavior 
Based on the results of the tests conducted, the customer interaction variable shows a 
positive and significant influence on customer behavior. In this variable relationship, 
a situation occurs where positive and good customer interaction will result in loyal 
customer behavior towards the TikTok platform. Customer interaction becomes 
important when making a purchase on the TikTok platform because it can influence 
high purchase interest, as well as generate customer satisfaction and build strong 
loyalty to the TikTok platform. This is in line with the research conducted by (Pratama 
& Nugroho, 2022). 
 
In this case, customer interaction with the TikTok platform becomes an important 
factor in influencing customer behavior itself. If the frequency of interaction, the 
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quality of interaction, and the satisfaction of interaction provided by the TikTok 
platform to customers are good, then customer interaction can directly influence the 
attitudes or behaviors of those customers. It can be concluded that when the interaction 
is good and positive, the customers' behavior will also be positive towards the TikTok 
platform. 
 
The Influence of Personalization on Customer Behavior 
The test results indicate that the personalization variable has a positive but not 
significant effect on customer behavior. This means that personalization, such as 
increasing positive interactions, boosting sales, and enhancing customer experience, 
positively influences customer behavior, but its impact is not significant enough to 
make it a determining factor. These results are not in line with the research conducted 
by (Sari & Yusra., 2021), which stated that personalization has a positive and 
significant impact on customer behavior. 
 
In this study, different results were found compared to previous research. This could 
happen because the personalization variable is not the strongest factor to significantly 
influence customer behavior. It can be concluded that the interest, relevance, and 
attention given by the TikTok platform to customers do not significantly influence 
customer behavior in terms of repeat purchases, purchase satisfaction, and purchase 
loyalty. 
 
The Influence of Customer Interaction on Customer Behavior through Customer 
Experience as Mediation 
The results of the tests conducted show that customer interaction has a positive but 
not significant influence on customer behavior with customer experience as mediation. 
These findings indicate that although good customer interaction can encourage 
customer behavior towards a more positive direction, its influence is not strong 
enough with the presence of customer experience. In other words, the presence of 
customer experience as a mediator does not sufficiently strengthen the relationship 
between customer interaction and customer behavior in the context of this study. This 
may indicate that other factors might be more dominant in influencing that 
relationship or that customer interaction requires a more intensive approach to 
produce a significant impact on customer behavior. 
 
The Influence of Personalization on Customer Behavior through Customer 
Experience as an Intervening Variable 
The results of the tests conducted show that personalization has a positive but not 
significant effect on customer behavior with customer experience as a mediator. This 
means that the higher the level of personalization applied, the greater the potential for 
an increase in customer behavior. However, the influence is not significant, indicating 
that personalization, although important, is not sufficient to directly and significantly 
affect customer behavior when customer experience becomes a mediating factor. In 
other words, although personalization can provide a positive contribution, there are 
other factors that may be more dominant in shaping customer behavior through 
customer experience. 
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6. Conclusions 
 
In the context of e-commerce and its influence on digital transformation in marketing, 
the role of platforms like TikTok in Indonesia has become increasingly significant. 
TikTok, as one of the fastest-growing social media platforms in the country, is 
revolutionizing how businesses engage with customers and market their products. 
This is particularly important for the digital transformation of marketing, where 
traditional methods are being supplemented or replaced by more interactive, 
personalized, and technology-driven approaches. 

E-commerce platforms, especially on TikTok, play a pivotal role in shaping consumer 
behavior by leveraging short-form video content, live streaming, and targeted 
advertising to enhance customer interaction. TikTok’s algorithm allows businesses to 
reach potential customers based on interests, behaviors, and past interactions, which 
not only enhances personalization but also facilitates more efficient customer 
targeting. This personalized approach is crucial in e-commerce, where capturing and 
maintaining customer attention is vital in a crowded and competitive marketplace like 
Indonesia. 

One key aspect of this transformation is the shift toward experiential marketing. 
Traditional marketing often focused on product features or pricing, but in the era of 
digital transformation, marketing on platforms like TikTok is about creating 
memorable, engaging, and interactive experiences. Brands in Indonesia are using 
TikTok's video-centric content to tell stories, highlight user-generated content, and 
even conduct live-streaming shopping events that encourage real-time interaction and 
purchasing. This not only enhances customer interaction but also plays a role in 
building stronger brand loyalty, particularly among younger, tech-savvy generations 
who are more inclined to engage with content on platforms like TikTok. 

The role of e-commerce on TikTok in Indonesia also ties directly into social 
commerce a trend where e-commerce is increasingly integrated with social media 
platforms, allowing users to shop directly through the app. TikTok's features, such as 
shoppable posts and integration with e-commerce platforms, enable businesses to 
facilitate seamless shopping experiences within the app itself. This level of integration 
between social interaction and purchasing behavior is transforming how customers 
shop and discover new products, making it an essential part of the digital marketing 
transformation. 

Furthermore, data-driven insights play a central role in shaping marketing strategies 
on TikTok. Businesses can track customer behavior, such as how users interact with 
videos, what type of content they engage with, and how this translates into purchasing 
decisions. These insights are valuable for businesses looking to refine their strategies 
and offer more targeted, personalized experiences. For e-commerce companies in 
Indonesia, TikTok offers an opportunity to engage with a wide range of audiences by 
creating dynamic and interactive campaigns that go beyond traditional advertising. 

In conclusion, TikTok is not only a social media platform but also a powerful e-
commerce tool that plays a critical role in the digital transformation of marketing in 
Indonesia. By blending social engagement with shopping capabilities, TikTok is 
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reshaping how businesses approach customer interaction and personalization. This 
digital transformation opens up new avenues for e-commerce platforms to reach 
customers in more direct, personalized, and engaging ways, ultimately enhancing 
customer experience and influencing customer behavior in the Indonesian market. 
Through TikTok, businesses are able to adapt to the changing landscape of marketing 
by leveraging technology to create interactive, immersive, and personalized 
experiences that drive both customer satisfaction and sales. 

 
References: 
 
Albashrawi, M., & Motiwalla, L. (2015). The moderating effect of privacy and 

personalization in mobile banking: A structural equation modeling 
analysis. Twenty-first Americas Conference on Information Systems, Puerto 
Rico, 1–15. 

Alifia, A. D., & Rafik, A. (2024). Antecedents of loyalty to bank: The role of trust in 
cryptocurrency and concern in investing. Jurnal Fokus Manajemen 
Bisnis, 14(1), 1–16. https://doi.org/10.12928/fokus.v14i1.9079 

Ardani, S. S., Khairani, R., Alfaiz, D. N., & Nofirda, F. A. (2024). Analisis 
pengalaman konsumen, kepercayaan konsumen, kualitas produk terhadap 
perilaku konsumen pada TikTok Shop. Jurnal Pendidikan Tambusai, 8(1), 
2913–2919. 

Basri, H. (2020). Perlindungan hukum terhadap konsumen dalam melakukan transaksi 
e-commerce ditinjau dari Undang-Undang Perlindungan Konsumen Undang-
Undang Nomor 8 Tahun 1999 (Studi kasus Kerudungbyramana 
Bandung). Pamulang Law Review, 2(2), 
131. https://doi.org/10.32493/palrev.v2i2.5433 

Bolton, R. N., Gustafsson, A., McColl-Kennedy, J. R., Sirianni, N. J., & Tse, D. K. 
(2021). Small details that make big differences: A radical approach to 
consumption experience and brand loyalty. Journal of Service 
Research, 24(1), 3–20. 

Broklyn, P., Olukemi, A., & Bell, C. (2024). AI-driven personalization in digital 
marketing: Effectiveness and ethical 
considerations. SSRN. https://doi.org/10.2139/ssrn.1234567 (gantilah 
dengan DOI jika tersedia) 

Chen, X., Sun, X., Yan, D., & Wen, D. (2020). Perceived sustainability and customer 
engagement in the online shopping environment: The rational and emotional 
perspectives. Sustainability, 12(7), 
2674. https://doi.org/10.3390/su12072674 

Firdaus, F., & Budiman, B. (2021). The impact of brand image, price, and variety 
seeking on brand switching behavior. Journal of Advanced Multidisciplinary 
Research, 2(2), 78–89. 

Firdaus, F., & Mulyanto, K. (2020). Strategy creating positive word of mouth based 
on relationship quality. JBTI: Jurnal Bisnis: Teori dan Implementasi, 11(3), 
284–299. 



 
 

 

Galih Pratama, Firdaus, Juma’i, Dita Aulia Febriana 
 1183 

  

Firdaus, D., & S. E., L. F. J. (2020). Marketing performance berbasis product 
innovativeness dan Islamic differentiation advantage. (Informasi jurnal tidak 
lengkap, mohon dilengkapi untuk pemformatan tepat) 

Gupta, S., & Singh, R. (2020). The role of personalized marketing in customer loyalty 
and behavior: Evidence from the retail industry. Journal of Retailing and 
Consumer Services, 55, 
102043. https://doi.org/10.1016/j.jretconser.2020.102043 

Hair, J. F., Howard, M. C., & Nitzl, C. (2020). Assessing measurement model quality 
in PLS-SEM using confirmatory composite analysis. Journal of Business 
Research, 109, 101–110. https://doi.org/10.1016/j.jbusres.2019.11.069 

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). The results of PLS-
SEM article information. European Business Review, 31(1), 2–24. 

Hamid, M. R., Sami, W., & Mohmad Sidek, M. H. (2017). Discriminant validity 
assessment: Use of Fornell & Larcker criterion versus HTMT 
criterion. Journal of Physics: Conference 
Series, 890(1). https://doi.org/10.1088/1742-6596/890/1/012163 

Hapsari, R., Hussein, A. S., & Handrito, R. P. (2020). Being fair to customers: A 
strategy in enhancing customer engagement and loyalty in the Indonesia 
mobile telecommunication industry. Services Marketing Quarterly, 41(1), 
49–67. https://doi.org/10.1080/15332969.2019.1707375 

Hellier, P. K., Geursen, G. M., Carr, R. A., & Rickard, J. A. (2003). Customer 
repurchase intention: A general structural equation model. European Journal 
of Marketing, 37(11/12), 1762–1800. 

Heriyanto, A., & Tanjung, H. (2021). Pengaruh kualitas layanan dan interaksi 
pelanggan terhadap pengalaman konsumen pada industri ritel di 
Indonesia. Jurnal Manajemen Bisnis, 12(2), 115–123. 

Homburg, C., Jozić, D., & Kuehnl, C. (2021). Customer experience management: 
Toward implementing an evolving marketing paradigm. Journal of the 
Academy of Marketing Science, 49, 55–70. 

Iqbal, T. (2020). Best customer experience in e-retailing: A knowledge-based 
empirical model. International Journal of Online Marketing (IJOM), 10(2), 
57–73. https://doi.org/10.4018/IJOM.2020040105 

Ismai. (2020). E-commerce dorong perekonomian Indonesia, selama pandemi Covid-
19 sebagai entrepreneur. Jurnal Manajemen dan Bisnis (Jumanis) Prodi 
Kewirausahaan, 2(2), 111–124. 

Japutra, A., Utami, A. F., Molinillo, S., & Ekaputra, I. A. (2020). Influence of 
customer application experience and value in use on loyalty toward 
retailers. Journal of Retailing and Consumer Services, 
102390. https://doi.org/10.1016/j.jretconser.2020.102390 

Kotler, P., & Keller, K. L. (2016). Marketing management (15th ed.). Pearson 
Prentice Hall. 

Le, H. B. H., & Le, T. B. (2020). Impact of destination image and satisfaction on 
tourist loyalty: Mountain destinations in Thanh Hoa Province, Vietnam. The 
Journal of Asian Finance, Economics and Business, 7(4), 185–
195. https://doi.org/10.13106/jafeb.2020.vol7.no4.185 

Lee, H., & Kim, J. (2022). The impact of customer interaction on consumer purchase 
behavior: A comparative study of personalized and non-personalized service 



 
 

 

Galih Pratama, Firdaus, Juma’i, Dita Aulia Febriana 
 1184 

  

environments. Journal of Business Research, 135, 307–
315. https://doi.org/10.1016/j.jbusres.2021.08.035 

Lee, I., & Lee, K. (2020). The role of personalization in driving customer engagement: 
A study of personalized communication in digital media. International 
Journal of Information Management, 54, 102192. 

Lemon, K. N., & Verhoef, P. C. (2020). Understanding customer experience and the 
customer journey. Journal of Marketing, 84(4), 69–87. 

Lestari, E. P., Firdaus, F., Nurhayati, N., Yulianti, I., Ikhfan, T. M., & Ratnasari, E. 
(2024). The effect of perceived usefulness and perceived ease of use on online 
purchasing behavior with e-wallet user satisfaction as intervening: Study on 
millennials as e-wallet users in Guntur District, Demak 
Regency. International Journal of Economics, Management and Accounting, 
1(2), 1–15. 

Li, X., & Zhang, Y. (2021). The impact of AI chatbots on customer service efficiency 
and satisfaction. Journal of Business Research, 134, 423–432. 

Maniati, O. (2024). Fast, personal, and AI-powered: The future of customer 
experience. SSRN. https://doi.org/10.2139/ssrn.4780194 

Mega Ivana, N., Rizky Putri Lailatul Fitria, R., Tri Wijaya, R., & Jayanti, R. (2023). 
Representasi konsumen dan penjual dengan ditutupnya ecommerce TikTok 
Shop. Jurnal Bahasa, Sastra, dan Pengajaran, 2(2), 125–133. 

Moehadi, Hartiningsih Astuti, Siti Alfiyana, & Kiswati Dewi Kartika. (2024). Peran 
e-commerce dan gaya hidup dalam menentukan perilaku konsumen. Jurnal 
Ilmiah Ekonomi Global Masa Kini, 15(1), 18–
23. https://doi.org/10.36982/jiegmk.v15i1.3953 

Molinillo, S., Anaya-Sanchez, R., & Liebana-Cabanillas, F. (2020). Analyzing the 
effect of social support and community factors on customer engagement and 
its impact on loyalty behaviors toward social commerce websites. Computers 
in Human Behavior, 108, 105980. https://doi.org/10.1016/j.chb.2019.04.004 

Mujitahid, G. A. (2022). Pengaruh personalisasi mobile application terhadap 
disclosure behaviors melalui mediasi perceived benefit, perceived risk dan 
mobile site trust. INOBIS: Jurnal Inovasi Bisnis dan Manajemen Indonesia, 
6(1), 15–29. https://doi.org/10.31842/jurnalinobis.v6i1.254 

Nofiani, P. W., & Mursid, M. C. (2021). Pentingnya perilaku organisasi dan strategi 
pemasaran dalam menghadapi persaingan bisnis di era digital. Jurnal Logistik 
Bisnis, 11(2), 71–77. https://ejurnal.poltekpos.ac.id/index.php/logistik/index 

Pandey, N., Tripathi, A., Jain, D., & Roy, S. (2019). Does price tolerance depend upon 
the type of product in e-retailing? Role of customer satisfaction, trust, loyalty, 
and perceived value. Journal of Strategic Marketing, 28(6), 522–
541. https://doi.org/10.1080/0965254X.2019.1569109 

Pantano, E., Priporas, C. V., Sorace, S., & Iazzolino, G. (2021). Does the retail 
environment matter for consumer experience? Journal of Retailing and 
Consumer Services, 58, 
102284. https://doi.org/10.1016/j.jretconser.2020.102284 

Pentina, I., Amialchuk, A., & Taylor, D. G. (2011). Exploring effects of online 
shopping experiences on browser satisfaction and e‐tail 
performance. International Journal of Retail & Distribution Management, 
39(10), 742–758. https://doi.org/10.1108/09590551111162248 



 
 

 

Galih Pratama, Firdaus, Juma’i, Dita Aulia Febriana 
 1185 

  

Prasetiyo, S. M., Gustiawan, R., Faarhat, & Albani, F. R. (2024). Analisis 
pertumbuhan pengguna internet di Indonesia. Jurnal Buletin Ilmiah Ilmu 
Komputer dan Multimedia, 2(1), 65–
71. https://jurnalmahasiswa.com/index.php/biikma 

Pratama, H. Y., & Nugroho, W. (2022). Pengaruh interaksi pelanggan terhadap 
loyalitas pada industri perhotelan. Jurnal Pariwisata Indonesia, 14(1), 89–98. 

Quach, S., Barari, M., Moudry, D. V., & Quach, K. (2020). Service integration in 
omnichannel retailing and its impact on customer experience. Journal of 
Retailing and Consumer Services, 
102267. https://doi.org/10.1016/j.jretconser.2020.102267 

Rahmawati, A., & Santoso, D. (2020). Pengaruh customer experience terhadap 
loyalitas pelanggan di sektor perbankan Indonesia. Jurnal Ekonomi dan 
Bisnis Indonesia, 35(4), 205–213. 

Rahmawati, R., & Arifin, R. (2022). New journey through young customer experience 
in omnichannel context: The role of personalization. Jurnal Manajemen Teori 
dan Terapan (Journal of Theory and Applied Management), 15(2), 300–
311. https://doi.org/10.20473/jmtt.v15i2.36236 

Riyanto, A. D. (2023). Hootsuite (We Are Social): Indonesian digital report 2021. We 
Are Social. 

Rizan, M., Febrilia, I., Wibowo, A., & Pratiwi, R. D. R. (2020). Antecedents of 
customer loyalty: Study from the Indonesia’s largest e-commerce. The 
Journal of Asian Finance, Economics and Business, 7(10), 283–
293. https://doi.org/10.13106/jafeb.2020.vol7.n10.283 

Santoso, O. C. (2013). Personalized marketing sebagai upaya menciptakan 
keunggulan bersaing perusahaan. Kajian Ilmiah Mahasiswa Manajemen, 
2(2). 

Sari, P., & Yusra, A. (2021). Pengaruh personalisasi terhadap loyalitas pelanggan 
pada layanan streaming di Indonesia. Jurnal Riset Manajemen dan Bisnis, 
15(3), 158–165. 

Sashi, C. M. (2012). Customer engagement, buyer‐seller relationships, and social 
media. Management Decision, 50(2), 253–
272. https://doi.org/10.1108/00251741211203551 

Setiawan, T., & Wibowo, D. (2020). Pengaruh personalisasi dan kualitas layanan 
terhadap customer experience pada bisnis e-commerce. Jurnal Ilmiah 
Manajemen, 10(3), 45–52. 

Setiawan, Z., Widyastuti, T. A. R., Kusumastuti, S. Y., Darmun, D., Tanti, T., 
Irmadiani, N. D., & Judijanto, L. (2024). Basic digital business. PT. Green 
Pustaka Indonesia. 

Shabbir, M. S., et al. (2025). The impact of digital transformation on consumer 
behavior. SSRN. 

Smith, A., Johnson, R., & Thompson, L. (2021). Exploring the impact of customer 
interaction and personalization on customer satisfaction and purchase 
decisions. Journal of Marketing Research, 58(2), 250–
265. https://doi.org/10.1177/0022243721980854 

Uva, I. M., Ariati, E., Amiruddin, M. R., Tegarisnandy, D., & Furie, W. (2024). 
Creative communication strategy for digital marketing and e-commerce in 
product sales (case study: Shopee, Tokopedia, TikTok Shop). Indonesian 



 
 

 

Galih Pratama, Firdaus, Juma’i, Dita Aulia Febriana 
 1186 

  

Journal of Contemporary Multidisciplinary Research (MODERN), 3(3), 537–
554. 

Widnyani, N. M., Luh, N., Surya, P., Christina, B., Putri, L., Internasional, U. B., 
Udayana, U., & Kualitatif, P. (2021). Penerapan transformasi digital pada 
UKM selama pandemi. Jurnal Ilmiah Manajemen dan Bisnis, 6(1), 79–87. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


