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Pengaruh E-Service Quality Dan Promosi Penjualan Terhadap  

Loyalitas Dengan Kepuasan Pelanggan Sebagai  

Variabel Intervening Pada Produk Gofood  

Di Indonesia  

 

Oleh : 
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NPM: 20061020008 

 

ABSTRAK  

 

Loyalitas merupayakan upaya untuk menjalin relasi jangka panjang 

dengan para pelanggan. Penelitian ini menguji pengaruh e-service quality, 

promosi penjualan terhadap loyalitas pada produk GoFood dengan kepuasan 

pelanggan sebagai variabel intervening.  

Data yang dikumpulkan sebesar 327 pelanggan dari populasi pengguna 

GoFood di seluruh Indonesia. Adapun sumber data primer penelitian merupakan 

pengguna aplikasi GoFood. Sementara metode penelitiannya menggunakan 

metode purposive sampling. Digunakan Analisis deskriptif dengan bantuan alat 

analisis SPSS 25, sedangkan untuk analisis statistik menggunakan alat uji                    

PLS 3.0. 

Hasil yang diperoleh dari penelitian ini adalah:  Pertama, e-service quality 

berkontribusi terhadap kepuasan. Kedua, promosi penjualan berkontribusi 

terhadap kepuasan. Ketiga, kepuasan berkontribusi terhadap loyalitas pelanggan. 

Keempat, e-service quality berkontribusi terhadap loyalitas pelanggan. Kelima, 

promosi penjualan berkontribusi terhadap loyalitas pelanggan. Keenam, promosi 

penjualan berkontribusi terhadap loyalitas pelanggan melalui variabel perantara 

kepuasan. Ketujuh, e-service quality berkontribusi terhadap loyalitas pelanggan 

melalui variabel perantara kepuasan. 

 

Kata kunci : E-Service Quality, Promosi Penjualan, Kepuasan dan 

Loyalitas 
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The Effect Of E-Service Quality And Sales Promotion  

On Loyalty With Customer Satisfaction As An  
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By : 

Damis Veri Budianto 

NPM: 20061020008 

 

 

ABSTRACT 

 

Loyalty is an effort to establish long-term relationships with customers. 

This study examines the effect of e-service quality, sales promotion on loyalty to 

GoFood products with customer satisfaction as the intervening variable. 

The data collected is 327 customers from the GoFood user population 

throughout Indonesia. The primary research data source is GoFood application 

users. While the research method using purposive sampling method. Descriptive 

analysis was used with the help of the SPSS 25 analysis tool, while for statistical 

analysis using the PLS 3.0 test tool. 

The results obtained from this study are: First, e-service quality 

contributes to satisfaction. Second, sales promotion contributes to satisfaction. 

Third, satisfaction contributes to customer loyalty. Fourth, e-service quality 

contributes to customer loyalty. Fifth, sales promotion contributes to customer 

loyalty. Sixth, sales promotion contributes to customer loyalty through the 

intermediary variable satisfaction. Seventh, e-service quality contributes to 

customer loyalty through satisfaction intermediary variables. 

 

Keywords: E-Service Quality, Sales Promotion, Satisfaction and Loyalty 
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