CHAPTER 1

INTRODUCTION

A. Background of Study

The conflict between the state of Palestine and Israel that has occurred since
many years ago still has not found a solution. Israel's existence, by showing the
form of its struggling issue, has become an interesting thing to discuss by the
world, at least in the top ten most interesting discussions.® The conflict that
occurred included a territorial dispute because the Jews considered the land of
Palestine to be the promised land and would make the city of Jerusalem their
capital.? Meanwhile, the Palestinians asserted that they had occupied the land
since the era of Umar Bin Khattab. In 1948-1949, the Zionist organization
destroyed about 400 Palestinian villages and expelled their inhabitants, forcing
many Palestinians to live in the Gaza Strip. This led to ongoing conflicts and
wars between Palestinians and Israelis.®

This protracted war has aroused worldwide attention and condemnation.* In
this case, the United Nations attempted to mediate the conflict between Palestine
and Israel, seeking diplomacy.”> But in reality, the UN is not strong enough to

confront Israel because until now the two have not reached a solution even
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though it is clear that Israel has violated Human Rights and forcibly taken away
the rights of the Palestinian people.®

Israel has committed serious human rights violations including the launch
of Genocide on Palestinian soil that resulted in the destruction of existing
infrastructure, killing of civilians and armed people in Palestine using excessive
force to attack Palestine by launching shooting actions against civilians causing
casualties, blockades, sieges, mistreatment of Palestinian prisoners, destruction
of infrastructure and property, and forcing evacuation of residents from their
homes.’

The matter of the Israeli-Palestinian war has provoked massive media
coverage around the world,? Israel has been criticized for its actions, especially
in countries with Muslims majorities. The criticism gave birth to solidarity
actions in various countries such as Indonesia, London, South Korea, Brazil,
Malaysia, and other countries as a humanitarian demonstration of the Israeli-
Palestinian war.’

The common expression of solidarity with Palestine is the boycott of Israeli
products and affiliated companies because of Israel's actions against
Palestinians.'® This boycott movement is not only by Palestinian supporters but
also by countries that have traditionally supported Israel.** This is because they

consider that human dignity is more important than religion. Despite their
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different beliefs, non-Muslims show human solidarity with Palestine.'
Indonesia supports the Palestinian struggle, one of which is through a boycott
based on MUI Fatwa No. 83 of 2023 which prohibits support for Israeli
aggression and requires support for the Palestinian independence struggle.*®

For Muslims, a boycott is an act of obedience to Allah and a commitment to
religious principles. Strong Islamic solidarity motivates many to view boycotting
Israeli-affiliated products as a religious obligation.** Religiosity can shape
attitudes and awareness based on a person's beliefs, influencing behavior
according to the level of adherence to one's religion.” In religion, there are
various rules and obligations that act as a binding bond between human beings
and God, fellow humans, and the surrounding environment.*®

Teachings in religion play an important role in providing social, economic,
moral, and cultural influences the consumption behavior of Muslim consumers.*’
With so many brands available, Muslim consumers need religious knowledge to
choose products wisely. Religious knowledge is essential for religiosity, as the
absence of religious knowledge can weaken one's faith.!® The strong sense of
religiosity in Muslims in Indonesia makes people support the fatwa issued by
MUI. But what happens to most Muslims today is a feeling of dilemma,
regarding the product of a brand that already has a very strong image of its

superiority and quality in the market. Many consumers, especially women, either
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Muslim or non-Muslims have a strong bond with many products that are
affiliated with Israel.

Several products circulating in Indonesia are rumored to be affiliated with
Israel so there is a lot of discussion on social media about several products or
brands that should be boycotted because they support Israel. Some of these
products or brands are products from the L'Oreal Group, such as Maybelline
New York, NYX, Kiehl's, Giorgio Armani Beauty, CeraVe, etc. There are also
other products such as Siemens, Axa, Puma, Ahava, Sodastream, Caterpillar,
McDonald's, Starbucks, Pepsi, Coca-cola, Nestle, Unilever, Dior, Channel, Tory
Burch, Jimmy Choo, Versace, Kraft, etc.!® Unilever is one of the companies
boycotted because it is affiliated with Israel. Of the many products issued by
Unilever, some products have become part of human life as daily necessities. It
i1s even known as a brand with good quality among consumers, as the results
presented in the Top Brand Index report below:

Subkategori: HAND & BODY LOTION
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Figure 1. Top Brand Index 2024

If we look at Figure 1, of the five subcategory products of Hand and Body
Lotion that occupy the top five Top Brand Awards, three of them are products

that are boycotted in Indonesia, namely Citra, Vaseline, and Nivea. Even Citra
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products have remained in the Top Brand number 1 for five consecutive years.?

This is enough to explain that boycotted products are still widely circulated and
are still the best quality brands in Indonesia.

Although Vaseline products experienced a decline in 2024, Vaseline has
become a product that is well-known for its good quality among Indonesian
consumers and its vision is different from other care products, namely to
provide health to the skin wherever consumers are.?! Vaseline does not forget
its vision and mission by organizing various health projects as an effort to attract
consumers' emotional attachment to Vaseline.?? Not only because of the project
being held, strong emotions between consumers and certain brands can also be
caused by consumers' experience of using the brand.?

Brand emotion is the concept of building a brand by involving the user's
emotions, with an emphasis on the human relationship between the company
and consumers.?* Today's companies must strive to create their identities to
build relationships with consumers by creating emotional attachment, so that
consumers feel inspired to buy the brand, and how the brand will accompany
the consumer's life and last?®.

Consumers who have become emotionally attached to a brand will be more
willing to spend their money to decide to buy the same brand again in the

future.? Emotions arise from the experience of five senses by consumers, and
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if the experience obtained is positive, consumers will choose to wear it again in
the future?” Reuse will create an emotional relationship between consumers and
the brand so that loyalty is formed.?

Vaseline continues to make efforts to keep its brand emotional with
consumers through campaigns such as Vaseline Healing Project (VHP). This
project helps people in various parts of the country to overcome skin problems.
Vaseline also has a good reputation as a safe, effective, and reliable product so
that the brand's emotions are formed. Vaseline collaborated with the Indonesian
Association of Dermatologists and Venereologists (PERDOSKI) Jakarta branch
to hold "The Vaseline Healing Project 2023" to provide free consultation and
skin health services for 500 people, especially women from various
backgrounds.?®

Brand experience is a subjective response from consumers, including
sensations, feelings, cognition, and behavioral responses that arise as a result of
brand-related stimuli, such as brand design and identity, packaging,
communications, and the environment. This experience is the accumulation of
various stimuli associated with a brand and fully reflects and is influenced by
the overall consumer interaction with that brand, known as the brand of
choice.®® It is significant for companies to do customer experience management
to get pleasant emotions regarding the brand. These positive emotions can be
triggered by customer satisfaction, trust, and consumer commitment to create a

high sense of loyalty.3!
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Customer loyalty itself is a stand, or a strong determination from consumers
to repurchase a product that they like consistently in the future.3? Although the
price and features of the product may have changed, a high emotional bond with
consumers will result in high consumer loyalty, because the emotional bond will
make consumers avoid negative information or even tolerate it and then
continue to buy products from the brand.*

Vaseline is famous for its products that moisturize the skin, although there
are currently other products of Vaseline with different benefits. Some beauty
articles recommend Vaseline as a product that can moisturize and treat dry,
cracked, and irritated skin.®* Based on their experience, consumers like Vaseline
products because of their versatile functions, both for use as a moisturizer, lip
care, and on sensitive skin. On platforms like Try and Review, Vaseline has a
rating of 4.3/5 out of 270 reviews by users of Vaseline products. The most
reviews are from users who have Vaseline Petroleum Jelly Original with a rating
of 4.2/5. Meanwhile, the best reviews fall on the Vaseline Healthy White Lotion
product. Reviews made by users of Vaseline products reflect their experience
over the lifetime of using Vaseline products.®®

Vaseline is one of the products produced by PT. Unilever is oriented towards
skin health for everyone. It has a strong commitment to understanding and
supporting skin health for all skin types from different walks of life.*® Based on
areport issued by the Top Brand Award, Vaseline for the Hand and Body Lotion
category has managed to rank second as Indonesia's top brand in 2023, but it

will start to decline in 202437,
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Figure 2. Top Brand Index Vaseline Product 2024

This decline can be caused by boycotts of products that have affiliations
with Israel or Israeli products themselves. Although MUI Fatwa Number 83 of
2023 does not specifically mention products affiliated with Israel, the
Indonesian people have recognized many products that support Israel, such as
Unilever, Coca-Cola Company, Jhonson, and so on.38

University of Darussalam Gontor is a university with a modern Islamic
boarding school system, which has the advantage of being a center for the
development of knowledge based on the Islamization of contemporary science.
This is in accordance with the Vision created by University of Darussalam
Gontor itself when it founded the University.2® Many students of this university
have already consumed this Vaseline product. Based on the results of a survey
conducted by researchers, there are 250 students who have felt loyalty to the
Vaseline boycott product. They are people who have made repeat purchases of
the Vaseline boycott product more than 3 times. Therefore, the author wants to
research "The Effect of Religiosity, Emotional Branding, and Brand Experience
on Customer Loyalty (Study on Boycott Vaseline Products at University of

Darussalam Gontor Class C)".
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B. Problem Formulation

Based on the background that has been described, the problems in this study

can be formulated as follows:

1.

Does Religiosity has an effect on Customer Loyalty to Boycott Vaseline
Products?

Does Emotional Branding has an effect on Customer Loyalty to Boycott
Vaseline Products?

Does Brand Experience has an effect on Customer Loyalty to Boycott
Vaseline Products?

Does Religiosity, Emotional Branding, and Brand Experience has an effect

on Customer Loyalty to Boycott Vaseline Products?

C. Purpose of Study

The objectives of this study are as follows:

1.

To find out if Religiosity has an effect on Customer Loyalty to Boycott
Vaseline Products

To find out if Emotional Branding has an effect on Customer Loyalty to
Boycott Vaseline Products

To find out if Brand Experience has an effect on Customer Loyalty to
Boycott Vaseline Products.

To find out if Religiosity, Emotional Branding, and Brand Experience has

an effect on Customer Loyalty to Boycott Vaseline Products

D. Research Benefits

This research is expected to provide the following benefits:

1.

2.

Academic Benefits

This research is expected to expand the knowledge and insight of
academics regarding religiosity, emotional branding, and brand experience
in relation to customer loyalty among students of University of Darussalam
Gontor Class C especially in the field of Marketing Management.
Practical Benefits

a. For Researchers
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This research can be used by researchers to expand their experience
in the realm of marketing, especially in the application of theories that
have been learned during the lecture period.

b. For Companies

This research is expected to be an objective basis in the decision-

making process as well as a guideline for companies to support future

development.



