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ABSTRAK
Sri Linda Handayani, 21042010145, Pengaruh E-Service Quality, E-Trust,
dan E-Customer Satisfactin Terhadap E-Customer Loyalty Pada Pengguna
Aplikasi Halodoc (Studi Pengguna Aplikasi Halodoc di Kota Surabaya)

Persaingan industri kesehatan digital untuk mempertahankan dan menjalin
hubungan jangka panjang dengan pelanggan khususnya aplikasi Halodoc menjadi
alasan dalam penelitian ini. Tujuan penelitian ini untuk menganalisis pengaruh e-
service quality, e-trust, dan e-customer satisfaction terhadap e-customer loyalty
pada pengguna aplikasi Halodoc. Penelitian ini berdasarkan persaingan antara
industri Kesehatan digital untuk mempertahankan dan menjalin hubungan jangka
panjang dengan pelanggan. Metode penelitian yang digunakan yaitu pendekatan
kuantitatif dengan jenis penelitian asosiatif. Data dikumpukan melalui kuesioner
yang disebarkan kepada 100 responden pengguna aplikasi Halodoc. Teknik
analisis data yang digunakan adalah regresi linear berganda dengan bantuan
program SPSS. Hasil analisis menunjukkan bahwa secara simultan maupun
parsial, ketiga variabel independen yaitu e-service quality, e-trust, dan e-customer
satisfaction berpengaruh positif dan signifikan terhadap e-customer loyalty.
Penelitiaan ini menyimpulkan bawa untuk mempertahankan dan mendorong
loyalitas pelanggan, Perusahaan perlu fokus mengoptimalkan kualitas layanan,
menjaga kepercayaan dengan konsisten, dan meningkatkan kepuasan yang tinggi
kepada pelanggan agar dapat mempertahankan loyalitas pelanggan.

Kata Kunci: E-Service Quality, E-Trust, E-Customer Satisfaction, E-Customer
Loyalty, Halodoc
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ABSTRACT
Sri Linda Handayani, 21042010145, The Influence of E-Service Quality,
E-Trust, and E-Customer Satisfaction on E-Customer Loyalty of Halodoc
Application Users (Study of Halodoc Application Users in Surabaya City)

The competition of the digital health industry to maintain and establish
long-term relationships with customers, especially the Halodoc application, is the
reason for this study. The purpose of this study is to analyze the effect of e-service
quality, e-trust, and e-customer satisfaction on e-customer loyalty in Halodoc
application users. This study is based on competition between the digital health
industry to maintain and establish long-term relationships with customers. The
research method used is a quantitative approach with an associative research
type. Data were collected through questionnaires distributed to 100 respondents
who were Halodoc application users. The data analysis technique used was
multiple linear regression with the help of the SPSS program. The results of the
analysis show that simultaneously and partially, the three independent variables,
namely e-service quality, e-trust, and e-customer satisfaction, have a positive and
significant effect on e-customer loyalty. This study concludes that to maintain and
encourage customer loyalty, companies need to focus on optimizing service
quality, maintaining trust consistently, and increasing high customer satisfaction
in order to maintain customer loyalty.

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