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ABSTRAK

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh kualitas
layanan dan pemanfaatan teknologi terhadap kepuasaan dan loyalitas
pelanggan gojek di Purwokerto. Kuesioner digunakan sebagai alat
pengumpulan data. Metode Purposive Sampling digunakan untuk memilih 90
sampel dengan beberapa kriteria yang telah ditentukan. Analisis data
menggunakan Structural Equation Modeling pendekatan Partial Least Square.
Hasil dari penelitian mengungkapkan bahwa faktor kualitas layanan dan
pemanfaatan teknologi berpengaruh positif signifikan terhadap kepuasan
pelanggan. Kepuasaan pelanggan berpengaruh positif signifikan terhadap
loyalitas pelanggan. Kualitas layanan dan pemanfaatan teknologi berpengaruh
signifikan terhadap loyalitas pelanggan melalui kepuasaan pelanggan.
Sedangkan kualitas layanan dan pemanfaatan teknologi tidak berpengaruh
terhadap loyalitas pelanggan

Kata Kunci :Kualitas layanan, pemanfataan teknologi, kepuasaan pelanggan,
loyalitas pelanggan.
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THE EFFECT OF SERVICE QUALITY AND USE OF TECHNOLOGY ON
SATISFATION AND CUSTOMER LOYALTY GOJEK IN PURWOKERTO

(Study of Gojek Customer in Purwokerto)

Haryadi Prayogo Pinilih?
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Arini Hidayah®
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ABSTRACT
The purpose of this study was to analyze the effect service quality and use of
technology of customer satisfaction and customer loyalty. The questionnaire is
used as a data collection tool. Purposive sampling method is used to select 90
samples with several predetermined criteria. Data analysis using Structural
Equation Modeling approach to Partial Least Square. The results of the study
revealed that service quality and use of technology had a positive significant
effect on customer satisfaction. Customer satisfaction had a positive significant
effect on customer loyalty. Service quality and use of technology had no effect on
customer loyalty through customer satisfaction. While service quality and use of

technology have no effect on customer loyalty.

Keywords: Sevice Qulity, Use of Teknology, Costumer Satisfaction, Customer

Loyalty
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