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ABSTRAK 

PUTRIANA NOVITASARI, 17042010073, Pengaruh KepercayaandanE-

Service QualityTerhadapE-Loyalty Pelanggan Pengguna Aplikasi Traveloka 

Selama PandemiCovid-19 

(Studi Kasus Pelanggan Tiket Pesawat Bagi Pengguna Traveloka di 

Indonesia) 

Penulisan karya tulis ini bertujuan untuk menjelaskan dan menganalisis adanya 

pengaruh Kepercayaan dan E-Service Quality terhadap E-Loyalty pelanggan 

pengguna aplikasi Traveloka pada pembelian tiket pesawat selama pandemi 

Covid-19 yang dapat dijelaskan secara parsial dan simultan. Penelitian ini 

menggunakanan alat uji Regresi Linier Berganda dan merupakan penelitian 

kuantitatif sehingga data yang diperoleh berdasarkan hasil pernyataan pada 

kusioner yang diisi sebanyak 100 responden sebagai populasi pada penelitian. 

Sampel penelitian ini adalah pelanggan pengguna aplikasi Traveloka yang telah 

melakukan pembelian minimal 2x selama pandemi Covid-19. Teknik penarikan 

sampel yang digunakan adalah purposive sampling dan teknik analisis data yang 

digunakan menggunakan SPSS. Hasil dari penelitian ini menunjukan bahwa 

terdapat adanya pengaruh variabel Kepercayaan dan variabel E-Service Quality 

terhadap E-Loyalty Pelanggan pengguna aplikasi Traveloka selama pengguna 

aplikasi Traveloka dalam pembeliant tiket pesaawat minimal 2x selama pandemi. 

Variabel Kepercayaan (X1) dan E-Service Quality (X2) memiliki pengaruh secara 

parsial maupun simultan terhadap Variabel E-Loyalty (Y) sebesar 63.3 %. Hal ini 

membuktikan bahwa selama pandemi Covid-19, pelanggan yang membeli tiket 

pesawat melalui traveloka menglami peningkatan, karena adanya kepercayaan dan 

E-Service Quality yang di bangun pihak Traveloka yang menjadikan pelanggan 

Tarveloka loyal. 

Kata Kunci : Kepercayaan, E-Quality Service, E-Loyalty 
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ABSTRACT 
PUTRIANA NOVITASARI, 17042010073, The Effect of Trust and E-Service 

Quality on E-Loyalty of Customers Using Traveloka Applications During the 

Covid-19 Pandemic 

(Case Study of Airline Ticket Customers for Traveloka Users in Indonesia) 

The purpose of this paper is to explain and analyze the influence of Trust and E-

Service Quality on the E-Loyalty of customers using the Traveloka application on 

purchasing airline tickets during the Covid-19 pandemic which can be explained 

partially and simultaneously. This study uses Multiple Linear Regression test 

equipment and is a quantitative study so that the data obtained is based on the 

results of statements in the questionnaire filled with 100 respondents as the 

population in the study.  The sample of this research is customers who use 

the Traveloka application who have made purchases at least 2 times during the 

Covid-19 pandemic. The sampling technique used was purposive sampling and 

the data analysis technique used was SPSS. The results of this study indicate that 

there is an influence of the Trust variable and the E-Service Quality variable on 

the E-Loyalty of customers using the Traveloka application as long as the 

Traveloka application user purchases flight tickets at least twice during the 

pandemic The variables of trust and E-service quality have a partial or 

simultaneous effect on the E-Loyalty variable of 63.3%. This proves that during 

the Covid-19 pandemic, customers who bought airline tickets through Traveloka 

experienced an increase, due to the trust and E-Service Quality built by Traveloka 

which made Tarveloka customers loyal. 

Key word: Kepercayaan, E-Quality Service, E-Loyalty 
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