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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh e-service quality terhadap
loyalitas pelanggan melalui kepuasan pelanggan sebagai variabel intervening.
Penelitian ini termasuk ke dalam jenis penelitian kuantitatif dengan pendekatan
explanatory research. Populasi pada penelitian ini adalah pelanggan yang telah
melakukan pembelian tiket kereta api pada Access By KAI. Sampel yang diambil
sebanyak 175 responden dengan metode purposive sampling. Data yang diambil
merupakan data primer, yang diperoleh dari hasil kuesioner. Teknik analisis data
menggunakan rentang skala dan SEM-PLS. Hasil penelitian menunjukkan bahwa
e-service quality berpengaruh positif dan signifikan terhadap loyalitas pelanggan,
e-service quality berpengaruh positif dan signifikan terhadap kepuasan pelanggan,
kepuasan pelanggan berpengaruh positif dan  signifikan terhadap loyalitas
pelanggan. Adapun untuk hasil mediasi, kepuasan pelanggan memediasi pengaruh
e-service quality terhadap loyalitas pelanggan.

Kata Kunci : E-Service Quality, Loyalitas Pelanggan, Kepuasan Pelanggan.
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THE EFFECT OF E-SERVICE QUALITY
ON CUSTOMER LOYALTY
THROUGH CUSTOMER SATISFACTION AS AN
INTERVENING VARIABLE

Hasna Hanifatul Qolbiya', Sri Nastiti Andharini’>, Lugman Dzul Hilmi®

Program Studi Manajemen, Fakultas Ekonomi dan Bisnis
Universitas Muhammadiyah Malang
E-Mail : Hasnahanifatulgolbiya@gmail.com

ABSTRACT

This study aims to de determine the effect of e-service quality on customer loyalty
through customer satisfaction as an intervening variable. This research falls under
the category of quantitative research with an explanatory research approach. The
population of this study consists of customers who have purchased train tickets
through Access By KAIL A total sample of 175 respondents was selected using the
purposive sampling method. the data taken is primary data, which is obtained from
the results of the questionnaire. Data analysis techniques using scale range and
SEM-PLS. The results of the study indicate that e-service quality has a positive and
significant effect on customer loyalty, e-service quality also has a positive and
significant effect on customer satisfaction, and customer satisfaction has a positive
and significant effect on customer loyalty.  As for mediation result, customer
satisfaction mediates the effect of e-service quality on customer loyalty.

Keywords : e-service quality, customer loyalty, customer satisfaction.
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