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ABSTRAK 

 

Hana Fatimah, 1707619055. “Pengaruh E-Service Quality, E-Trust, dan E-

Customer Satisfaction Terhadap E-Customer Loyalty Pengguna Traveloka Di 

Jabodetabek”. Skripsi, Jakarta: Program Studi S1 Pendidikan Bisnis, 

Fakultas Ekonomi Dan Bisnis, Universitas Negeri Jakarta, 2026. 

 

Penelitian ini dilakukan untuk menganalisis pengaruh E-Service Quality, E-Trust, 

dan E-Customer Satisfaction terhadap E-Customer Loyalty pengguna Traveloka di 

Jabodetabek. Penelitian ini menggunakan pendekatan kuantitatif. Teknik 

pengambilan sampel yang diterapkan yaitu non-probability sampling dengan 

metode purposive sampling, di mana data dikumpulkan melalui penyebaran 

kuesioner kepada 200 responden yang merupakan pengguna aktif Traveloka di 

wilayah Jabodetabek. Analisis data dilakukan menggunakan perangkat lunak IBM 

SPSS Statistics versi 24. Hasil penelitian menunjukkan bahwa secara parsial E-

Service Quality, E-Trust, dan E-Customer Satisfaction masing-masing berpengaruh 

positif dan signifikan terhadap E-Customer Loyalty. Secara simultan, ketiga 

variabel tersebut juga berpengaruh positif dan signifikan terhadap E-Customer 

Loyalty. Temuan penelitian ini mengindikasikan bahwa E-Service Quality, E-Trust, 

dan E-Customer Satisfaction merupakan faktor-faktor yang berperan penting dalam 

meningkatkan E-Customer Loyalty pengguna Traveloka di Jabodetabek. 

 

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

Loyalty, Traveloka. 
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ABSTRACT 

 

Hana Fatimah, 1707619055. “The Influence Of E-Service Quality, E-Trust, And 

E-Customer Satisfaction On E-Customer Loyalty Among Traveloka Users In 

Jabodetabek”. Undergraduate Thesis, Jakarta : Undergraduate Business 

Education Department, Faculty Of Economics and Business, Universitas Negeri 

Jakarta, 2026. 

 

This study was conducted to analyze the influence of E-Service Quality, E-Trust, 

and E-Customer Satisfaction on E-Customer Loyalty among Traveloka users in 

Jabodetabek. This study employed a quantitative research approach. The sampling 

technique used was non-probability sampling with a purposive sampling method. 

Data were collected through questionnaires distributed to 200 respondents who 

were active Traveloka users residing in the Jabodetabek area. Data were analyzed 

using IBM SPSS Statistics version 24. The results showed that, partially, E-Service 

Quality, E-Trust, and E-Customer Satisfaction each had a positive and significant 

effect on E-Customer Loyalty. Simultaneously, these three variables also had a 

positive and significant effect on E-Customer Loyalty. The findings indicate that E-

Service Quality, E-Trust, and E-Customer Satisfaction are important factors in 

enhancing E-Customer Loyalty among Traveloka users in Jabodetabek. 

 

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

Loyalty, Traveloka. 
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