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ABSTRACT

This research was conducted to determine and analyze the influence of service
quality on customer loyalty with customer satisfaction as a moderating variable.
This research uses guantitative methods. The data collection technique in this
research uses a questionnaire. A sample of 100 was carried out using purposive
sampling. Moderated regression analysis technique. The results show that the
quality of service at GoRide is included in the good criteria based on the average
of respondents’ answers, while customer loyalty is considered loyal based on the
average of respondents' answers and customer satisfaction is considered satisfied
based on the average of respondents’ answers. Service quality has a positive and
significant effect on customer loyalty to GoRide services, meaning that the better
the quality of service provided, the more loyal the customers will be. Customer
satisfaction does not have a positive and significant effect on customer loyalty to
GoRide services, meaning that the more satisfied the customer, the more loyal the
customer will be. Customer satisfaction does not moderate service quality on
customer loyalty to GoRide services, meaning that the better the service quality, the
more loyal the customer but the less satisfied the customer.
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ABSTRAK

Penelitian ini dilakukan untuk mengetahui dan menganalisis pengaruh kualitas
pelayanan terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagai
variabel moderasi. Penelitian ini. menggunakan metode kuantitatif. Teknik
pengumpulan data dalam penelitian ini menggunakan kuesioner. Sampel sebanyak
100 dilakukan dengan menggunakan purposive sampling. Teknik analisis regresi
moderasi. Hasil menunjukkan Kualitas pelayanan pada GoRide masuk dalam
kriteria baik berdasarkan rata-rata jawaban responden, sedangkan loyalitas
pelanggan dianggap loyal berdasarkan rata-rata jawaban responden dan kepuasan
pelanggan dianggap puas berdasarkan rata-rata jawaban responden. Kualitas
pelayanan berpengaruh positif dan signifikan terhadap loyalitas pelanggan pada
layanan GoRide, artinya semakin baik kualitas pelayanan yang diberikan maka
semakin loyal pelanggan. Kepuasan pelanggan tidak berpengaruh positif dan
signifika terhadap loyalitas pelanggan pada layanan GoRide, artinya semakin puas
pelanggan maka pelanggan akan semakin loyal. Kepuasan pelanggan tidak
memoderasi kualitas pelayanan terhadap loyalitas pelanggan pada layanan GoRide,
artinya semakin baik kualitas pelayanan maka semakin loyal pelanggan namun
tidak puas pelanggan.

Kata Kunci: sales promotion, kepercayaan dan e-service quality terhadap
keputusan pembelian
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