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ABSTRACT

Azmi, Farah Dzakirah (2023). The Effect of E-Service Quality and Sales Promotion on
Customer Loyalty through Customer Satisfaction for Go-Food Service Users in Banjarmasin
Supervisor: Siti Aliyati Al Bushairi.

This research was conducted to (1) Know the effect of E-Service Quality on Customer
Loyalty, (2) Know the effect of E-Service Quality on Customer Satisfaction, (3) Know the effect
of Sales Promotion on Customer Loyalty, (4) Know the effect of Sales Promotion on Customer
Satisfaction, (5) Knowing the effect of Customer Satisfaction on Customer Loyalty, (6)
Knowing the effect of E-Service Quality on Customer Loyalty through Customer Satisfaction,
(7) Knowing the effect of E-Service Quality on Customer Loyalty through Customer
Satisfaction.

This research uses quantitative methods. The population in this research is Go-Food
service users in Banjarmasin aged minimum 18 years old and have made at least one
transaction on Go-Food services. The number of samples in this study was 150 respondents
using a purposive sampling technique. In explaining the research results, the data analysis
technique used was SEM (Structural Equation Modeling) PLS (Partial Least Square),
processed using SmartPLS 4.0 software.

The results of this study prove that (1) E-Service Quality has a positive and significant
effect on Customer Loyalty, (2) Sales Promotion has a positive and significant effect on
Customer Loyalty, (3) E-Service Quality has a positive and significant effect on Customer
Satisfaction , (4) Sales Promotion has a positive and significant effect on Customer
Satisfaction, (5) Customer Loyalty has a positive and significant effect on Customer
Satisfaction. Other findings in this study prove that (6) Customer Satisfaction can mediate E-
Service Quality for Customer Loyalty, (7) Customer Satisfaction can mediate Sales Promotion
for Customer Loyalty for Go-Food service users in Banjarmasin.

Keywords: E-Service Quality, Sales Promotion, Customer Loyalty, Customer Satisfaction
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ABSTRAKSI

Azmi, Farah Dzakirah (2023). Pengaruh E-Service Quality dan Sales Promotion terhadap
Customer Loyalty melalui Customer Satisfaction Pada Pengguna Layanan Go-Food di
Banjarmasin. Pembimbing: Siti Aliyati Al Bushairi.

Penelitian ini dilakukan untuk: (1) Mengetahui pengaruh E-Service Quality terhadap
Customer Loyalty, (2) Mengetahui pengaruh E-Service Quality terhadap Customer
Satisfaction, (3) Mengetahui pengaruh Sales Promotion terhadap Customer Loyalty, (4)
Mengetahui pengaruh Sales Promotion terhadap Customer Satisfaction, (5) Mengetahui
pengaruh Customer Satisfaction terhadap Customer Loyalty, (6) Mengetahui pengaruh E-
Service Quality terhadap Customer Loyalty melalui Customer Saisfaction, (7) Mengetahui
pengaruh E-Service Quality terhadap Customer Loyalty melalui Customer Saisfaction.

Penelitian ini menggunakan metode kuantitatif. Populasi dalam penelitan ini adalah
pengguna layanan Go-Food di Banjarmasin yang berusia minimal 18 tahun, dan pernah
melakukan paling tidak satu kali transaksi pada layanan Go-Food. Jumlah sampel pada
penelitian ini sebanyak 150 responden dengan menggunakan teknik purposive sampling.
Dalam menjelaskan hasil penelitian, teknik analisis data yang digunakan adalah SEM
(Structural Equation Modeling) PLS (Partial Least Square), dan diolah dengan menggunakan
software SmartPLS 4.0.

Hasil penelitian ini membuktikan bahwa (1) E-Service Quality berpengaruh secara positif
dan signifikan terhadap Customer Loyalty, (2) Sales Promotion berpengaruh secara positif dan
signifikan terhadap Customer Loyalty, (3) E-Service Quality berpengaruh secara positif dan
signifikan terhadap Customer Satisfaction, (4) Sales Promotion berpengaruh secara positif dan
signifikan terhadap Customer Satisfaction, (5) Customer Loyalty berpengaruh secara positif
dan signifikan terhadap Customer Satisfaction. Temuan lain dalam penelitian ini membuktikan
bahwa (6) Customer Satisfaction dapat memediasi E-Service Quality terhadap Customer
Loyalty, (7) Customer Satisfaction dapat memediasi Sales Promotion terhadap Customer
Loyalty pada pengguna layanan Go-Food di Banjarmasin.

Kata Kunci: E-Service Quality, Sales Promotion, Customer Loyalty, Customer Satisfaction
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