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ABSTRAK

Tujuan penelitian ini adalah untuk mengetahui pengaruh kualitas layanan,
kepuasan pelanggan, dan kepercayaan terhadap loyalitas pelanggan Go-jek. Objek
penelitian ini adalah kota Purwokerto (Purwokerto Barat, Purwokerto Timur,
Purwokerto Selatan, dan Purwokerto Utara). Pengambilan sampel dalam
penelitian ini menggunakan purposive sampling. Teknik analisis data yang
digunakan dalam penelitian ini yaitu analisis regresi berganda. Hasil analisis data
menunjukkan bahwa kualitas layanan berpengaruh positif dan signifikan terhadap
loyalitas pelanggan, kepuasan pelanggan berpengaruh positif dan signifikan
terhadap loyalitas pelanggan, kepercayaan berpengaruh positif dan signifikan
terhadap loyalitas pelanggan. Berdasarkan hasil analisis data menunjukkan bahwa
kepuasan pelanggan adalah variabel yang paling berpengaruh terhadap loyalitas
pelanggan.

Kata Kunci : Kualitas Layanan, Kepuasan Pelanggan, Kepercayaan, Loyalitas
Pelanggan.
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SERVICE QUALITY, CUSTOMER SATISFACATION, AND TRUST ON
CUSTOMER LOYALTY OF ONLINE TRASPORTATION SERVICE
(Study on Go-jek Customer in Purwokerto)

Beni Werdaya®
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Universitas Muhammadiyah Purwokerto
beniwerdayal4@gmail.com

Arini Hidayah?
Faculty of Economics and Business
Universitas Muhammadiyah Purwokerto
hidayaharini99@yahoo.co.id

ABSTRACT

The purpose of this study was to determine the effect of service quality,
customer satisfaction, and trust in Go-jek customer loyalty. The object of this
research is the city of Purwokerto (West Purwokerto, East Purwokerto, South
Purwokerto, and North Purwokerto). Sampling in this study used purposive
sampling. The data analysis technique used in this study is multiple regression
analysis. The results of data analysis showed that service quality has a positive
and significant effect on customer loyalty, customer satisfaction has a positive and
significant effect on customer loyalty, trust has a positive and significant effect on
customer loyalty. Based on the results of data analysis, it can be conclude that
customer satisfaction is the most influential variable on customer loyalty.

Keywords: Service Quality, Customer Satisfaction, Trust, Customer Loyalty.
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