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ABSTRAKSI 
 

Loyalitas pelanggan merupakan kunci dalam meningkatkan profitabilitas 

perusahaan dan pertumbuhan jangka panjang. Loyalitas juga dapat dibangun 

melalui pengalaman positif konsumen terhadap produk atau layanan, serta 

komunikasi yang efektif dengan konsumen. Penelitian ini bertujuan untuk menguji 

dan menganalisis pengaruh e-service quality dan e-trust terhadap e-customer 

loyalty dengan e-customer satisfaction sebagai variabel mediasi. Pengumpulan data 

dilakukan melalui penyebaran kuesioner kepada 100 mitra Brainy Kids Indonesia. 

Analisis data menggunakan metode Structural Equation Modeling (SEM) dengan 

pendekatan Partial Least Squares (PLS) melalui program SmartPLS 3. Hasil 

penelitian menunjukkan bahwa: (1) E-Service Quality berpengaruh signifikan 

terhadap E-Customer Satisfaction ; (2) E-Trust berpengaruh signifikan terhadap E-

Customer Satisfaction ; (3) E-Service Quality berpengaruh signifikan terhadap E-

Customer Loyalty; (4) E-Trust berpengaruh signifikan terhadap E-Customer 

Loyalty; (5) E-Customer Satisfaction berpengaruh signifikan terhadap E-Customer 

Loyalty; (6) E-Service Quality berpengaruh signifikan terhadap E-Customer 

Loyalty melalui E-Customer Satisfaction; dan (7) E-Trust berpengaruh signifikan 

terhadap E-Customer Loyalty melalui E-Customer Satisfaction. 

Kata Kunci: E-service quality, E-trust, E-customer satisfaction, E-customer 

loyalty, SEM-PLS 
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ABSTRACT 
 

Customer loyalty is key to increasing a company's profitability and long-term 

growth. He also mentioned that loyalty can be built through a positive consumer 

experience with a product or service, as well as effective communication with 

consumers. This study aims to examine and evaluate the influence of e-service 

quality and e-trust towards e-customer loyalty with e-customer satisfaction as a 

mediating variable. Data collection was carried out through questionnaires 

distributed to 100 partners of Brainy Kids Indonesia. Structural equation modelling 

(SEM) using the SmartPLS 3 (Partial Least Squares) program is used for analysis. 

The study's findings reveal the following: E-Service Quality has significant impact 

on E-Customer Satisfaction, E-Trust has significant impact on E-Customer 

Satisfaction, E-Service Quality has significant impact on E-Customer Loyalty, E-

Trust has significant impact on E-Customer Loyalty, E-Customer Satisfaction has 

significant impact on E-Customer Loyalty, E-Service Quality has significant impact 

on E-Customer Loyalty through E-Customer Satisfaction, and E-Trust has 

significant impact on E-Customer Loyalty through E-Customer Satisfaction). 

 

Keywords: E-service quality, E-trust, E-customer satisfaction, E-customer loyalty, 

SEM-PLS 
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