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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan elektronik,
harga, dan promosi terhadap loyalitas pelanggan melalui kepuasan pelanggan.
Penelitian ini menggunakan subjek Telkomsel Di Grapari Ciputra World Surabaya
dan data analisis menggunakan analisis kuantitatif dengan teknik analisis
menggunakan analisis jalur (path analysis). Data diperoleh dengan teknik
purposive sampling dan peneliti menyebarkan kuesioner melalui kepada
pelanggan yang berkunjung dan menggunakan kartu Telkomsel di Grapari Ciputra
World Surabaya sebagai responden dan sampel sebanyak 100 responden. Hasil
penelitian menunjukkan bahwa kualitas layanan elektronik, harga dan promosi
berpengaruh signifikan secara langsung terhadap kepuasan pelanggan, sedangkan
kualitas layanan elektronik, harga dan promosi berpengaruh signifikan terhadap
loyalitas pelanggan, sedangkan kepuasan pelanggan tidak berpengaruh signifikan
terhadap loyalitas pelanggan. Hasil uji analisis jalur (path analysis) menunjukan
bahwa kepuasan pelanggan bukan menjadi variabel intervening antara kualitas
pelayanan elektronik terhadap loyalitas pelanggan, kepuasan pelanggan bukan
menjadi variabel intervening antara harga terhadap loyalitas pelanggan dan
kepuasan pelanggan bukan menjadi variabel intervening antara promosi terhadap
loyalitas pelanggan.

Kata Kunci: Kualitas Pelayanan Elektronik, Harga, Promosi, Loyalitas
Pelanggan Dan Kepuasan Pelanggan.
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ABSTRACT

This study aims to determine the effect of electronic service quality, price, and
promotion on customer loyalty through customer satisfaction. This study used the
subject of Telkomsel at Grapari Ciputra World Surabaya and the data were
analyzed using quantitative analysis with analysis techniques using path analysis.
Data were obtained by purposive sampling technique and the researcher
distributed questionnaires to customers who visited and used Telkomsel cards at
Grapari Ciputra World Surabaya as respondents and a sample of 100
respondents. The results showed that the quality of electronic services, prices and
promotions had a significant direct effect on customer satisfaction, while the
quality of electronic services, prices and promotions had a significant effect on
customer loyalty, while customer satisfaction had no significant effect on
customer loyalty. Path analysis test results show that customer satisfaction is not
an intervening variable between electronic service quality and customer loyalty,
customer satisfaction is not an intervening variable between price on customer
loyalty and customer satisfaction is not an intervening variable between
promotions and customer loyalty.

Keywords: Electronic Service Quality, Price, Promotion, Customer Loyalty and
Customer Satisfaction..



