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ABSTRAKSI 

Penelitian ini bertujuan untuk menguji pengaruh e-service quality dan e-

trust terhadap e-customer loyalty dengan e-customer satisfaction sebagai variabel 

intervening. Populasi dalam penelitian ini ialah pelanggan Gojek di Kabupaten 

Kudus. Metode penelitian yang digunakan ialah metode kuantitatif. Kriteria 

pengambilan sampel menggunakan teknik non probability sampling dengan 

jumlah sampel sebanyak 125 responden. Analisis data dalam penelitian ini 

menggunakan analisis jalur (path) untuk menjawab hipotesis dengan bantuan 

regresi sederhana dan uji sobel dengan bantuan program SPSS Versi 19. Hasil 

penelitian menunjukkan bahwa: (1) terdapat pengaruh positif dan signifikan e-

service quality terhadap e-customer satisfaction , (2) e-trust berpengaruh positif 

dan signifikan terhadap e-customer satisfaction, (3) e-service quality berpengaruh 

positif dan signifikan terhadap e-customer loyalty, (4) e-trust berpengaruh positif 

dan signifikan terhadap e-customer loyalty, (5) e-customer satisfaction 

berpengaruh positif dan signifikan terhadap e-customer loyalty, (6) terdapat 

pengaruh positif dan signifikan e-service quality terhadap e-customer loyalty 

melalui e-customer satisfaction sebagai variabel intervening, (7) terdapat 

pengaruh positif dan signifikan e-trust terhadap e-customer loyalty melalui e-

customer satisfaction sebagai variabel intervening. 

 

Kata kunci: E-Service Quality, E-Trust, E-Customer Satisfaction, E-Customer 

Loyalty. 
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ABSTRACT 

This study aims to examine the effect of e-service quality and e-trust on e-

customer loyalty with e-customer satisfaction as an intervening variable. The 

population in this study are Gojek customers in Kudus Regency. The research 

method used is a quantitative method. The sampling criteria used a non-

probability sampling technique with a total sample of 125 respondents. Data 

analysis in this research uses path analysis to answer the hypothesis with the help 

of simple regression and Sobel test with the help of the SPSS Version 19 program. 

The results show that: (1) there is a positive and significant effect of e-service 

quality on e-customer satisfaction. , (2) e-trust has a positive and significant effect 

on e-customer satisfaction, (3) e-service quality has a positive and significant 

effect on e-customer loyalty, (4) e-trust has a positive and significant effect on e-

customer loyalty, (5) e-customer satisfaction has a positive and significant effect 

on e-customer loyalty, (6) there is a positive and significant effect of e-service 

quality on e-customer loyalty through e-customer satisfaction as an intervening 

variable, (7) there is a positive and significant effect on e-customer satisfaction. 

significant e-trust on e-customer loyalty through e-customer satisfaction as an 

intervening variable. 

 

Keywords: E-Service Quality, E-Trust, E-Customer Satisfaction, E-Customer 

Loyalty. 
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