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ABSTRAK

Penelitian ini bertujuan untuk menganalisa pengaruh e-kualitas pelayanan
terhadap e-loyalitas pelanggan melalui e-kepuasan pelanggan e-ticketting
PT.Kereta Api Indonesia Persero. Populasi dalam penelitian ini adalah pelanggan
e-ticketting PT.Kereta Api Indonesia Persero Sampel yang digunakan dalam
penelitian ini sebanyak 100 responden dengan menggunakan teknik Non-
Probability Sampling dan purposive sampling. Analisis yang digunakan adalah
Uji instrumen, uji asumsi klasik Analisis Regresi Linier Berganda, Uji F, Uji t, Uji
sobel dan Uji beda rata-rata. Berdasarkan analisis diperoleh hasil bahwa e-kualitas
pelayanan berpengaruh positif signifikan terhadap e-kepuasan dan e-loyalitas, E-
kepuasan berpengaruh positif signifikan e-loyalitas dan dapat memediasi
hubungan antara e-kualitas pelayanan dan e-loyalitas. Kemudian, tidak terdapat
perbedaan e-loyalitas pelanggan E-ticketting berdasarkan gender.

Kata Kunci : E-Kualitas Pelayanan, E-Loyalitas Pelanggan, E-Kepuasan
Pelanggan
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THE EFFECT OF E-SERVICE QUALITY ON
E-LOYALTY THROUGH E-CUSTOMER SATISFACTION

(Study on E-Ticket consumers of PT Kereta Api Indonesia
Persero)
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ABSTRACK

This study aims to analyze the influence of e-quality service on e-customer loyalty
through e-customer satisfaction e-ticketing PT. Indonesian Railway Persero. The
population in this study was e-ticketting customers. Indonesian Railway Persero
Sample used in this study as many as 100 respondents using non-probability
sampling and purposive sampling techniques. The analysis used is Instrument test,
classic assumption test Multiple Linear Regression Analysis, F Test, t Test, Sobel
test and average difference test. Based on the analysis obtained results that e-
quality of service has a significant positive effect on e-satisfaction and e-loyalty,
E-satisfaction has a significant positive effect on e-loyalty and can mediate the
relationship between e-quality service and e-loyalty. Then, there is no difference
in e-loyalty of E-ticketting customers based on gender.

Keywords: E-Quality Of Service, E-Customer Loyalty, E-Customer Satisfaction
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