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ABSTRAK

Tujuan penelitian ini adalah untuk menganalisis pengaruh promaosi, citra merek,
kualitas pelayanan dan kepercayaan terhadap loyalitas pelanggan dompet digital
ShopeePay. Populasi pada penelitian ini adalah mahasiswa tiga perguruan tinggi
di Purwokerto. Pemilihan sampel menggunakan teknik purposive sampling.
Berdasarkan kriteria, diperoleh jumlah sampel sebanyak 108 responden. Teknik
analisis yang digunakan adalah statistik deskriptif, uji instrumen, uji asumsi
klasik, analisis regresi berganda dan uji hipotesis. Hasil penelitian menjelaskan
bahwa variabel promosi, citra merek, kualitas pelayanan dan kepercayaan secara
simultan berpengaruh positif signifikan terhadap loyalitas pelanggan. Promosi
secara parsial berpengaruh positif dan signifikan terhadap loyalitas pelanggan.
Sedangkan citra merek secara parsial berpengaruh negatif dan tidak signifikan
terhadap loyalitas pelanggan. Kualitas pelayanan secara parsial berpengaruh
positif dan signifikan terhadap loyalitas pelanggan. Kepercayaan secara parsial
berpengaruh positif dan signifikan terhadap loyalitas pelanggan.

Keywords : Promotion, Brand Image, Service Quality, Trust and Customer
Loyalty
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THE EFFECT OF PROMOTION, BRAND IMAGE, SERVICE QUALITY
AND TRUST ON CUSTOMER LOYALTY OF SHOPEEPAY DIGITAL
WALLET

(Study On Students In Purwokerto)

Piliwati Dwi Wahyuni!, Muchammad Agung Miftahuddin?
Faculty of Economic and Business
Universitas Muhammadiyah Purwokerto
piliwatidwiw@gmail.com?, muchammadagungm@gmail.com?

ABSTRACT

The purpose of this study was to analyze the influence, promotion, brand image,
sevice quality and trust on ShopeePay digital wallet customer loyalty. The
population in this study were students of three universities in Purwokerto. Sample
selection using purposive sampling technique. Criteria based on the number of
samples obtained as many as 108 respondents. The analysis technique used is
descriptive statistics, instrument testing, classical assumption test, multiple
regression analysis and hypotesis testing. The result of the study explain that the
variables of promotion, brand image, service quality and trust simultaneously
affect customer loyalty. Promotion partially positive and significant effect on
customer loyalty. Brand image partially has a negative and not significant effect
on customer loyalty. Service quality partially has a positive and significant effect
on customer loyalty. Trust partially positive and significant effect on customer
loyalty.

Keywords : Promotion, Brand Image, Service Quality, Trust and Customer
Loyalty
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