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ABSTRACT

Nina Nur Damayanti. 2025. The Influence of Ease of Use, E-
Servqual and Sales Promotion on customer loyalty of Go-food users in
Banjarmasin City. Supervisor: Rusniati.

This study aims to analyze: (1) the influence of ease of use, e-
servqual and sales promotion on customer loyalty of Go-food in
Banjarmasin City, (2) the influence of ease of use on customer loyalty of
Go-food in Banjarmasin City, (3) the influence of e-servqual on customer
loyalty of Go-food in Banjarmasin City, (4) the influence of sales promotion
on customer loyalty of Go-food in Banjarmasin City.

This study is a quantitative study conducted on Go-Food users in
Banjarmasin City. The sampling technique used is purposive sampling, with
a sample size of 100 people. Data analysis was carried out using multiple
linear regression.

The results of the study indicate that ease of use, e-servqual, and
sales promotion have a simultaneous effect on customer loyalty. In addition,
ease of use and e-servqual have a partial effect on customer loyalty, while
sales promotion does not have a partial effect on customer loyalty.

Keywords: customer loyalty, ease of use, e-servqual, sales promotion
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ABSTRAK

Nina Nur Damayanti. 2025. Pengaruh Ease Of Use, E-Servqual dan
Sales Promotion terhadap loyalitas pelanggan pada pengguna Go-food di
Kota Banjarmasin. Pembimbing: Rusniati.

Penelitian ini bertujuan untuk menganalisis: (1) pengaruh ease of
use, e-servqual dan sales promotion terhadap loyalitas pelanggan Go-food
di Kota Banjarmasin, (2) pengaruh ease of use terhadap loyalitas pelanggan
Go-food di Kota Banjarmasin, (3) pengaruh e-servqual terhadap loyalitas
pelanggan Go-food di Kota Banjarmasin, (4) pengaruh sales promotion
terhadap loyalitas pelanggan Go-food di Kota Banjarmasin.

Penelitian ini merupakan penelitian kuantitatif yang dilakukan pada
pengguna Go-Food di Kota Banjarmasin. Teknik pengambilan sampel yang
digunakan adalah purposive sampling, dengan jumlah sampel sebanyak 100
orang. Analisis data dilakukan menggunakan regresi linear berganda.

Hasil penelitian menunjukkan bahwa ease of use, e-servqual, dan
sales promotion berpengaruh secara simultan terhadap loyalitas pelanggan.
Selain itu, ease of use dan e-servqual berpengaruh secara parsial terhadap
loyalitas pelanggan, sementara sales promotion tidak berpengaruh secara
parsial terhadap loyalitas pelanggan.

Kata Kunci: loyalitas pelanggan, ease of use, e-servqual, sales promotion
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