ABSTRAKSI

Penelitian ini bertujuan untuk mengetahui tentang pengaruh e-service
quality, perceived value, dan customer satisfaction terhadap customer loyalty
pada pengguna MyTelkomsel di Kabupaten Kebumen. Teknik pengumpulan
data dengan menggunakan non pronbability sampling, sampel dalam penelitian
ini sebanyak 100 responden. Hipotesis diuji dengan bantuan SPSS 29 for
windows. Metode yang digunakan dalam penelitian ini adalah metode
kuantitatif menggunakan analisis jalur. Hasil penelitian ini membuktikan
bahwa: (1) E-Service Quality (X1) berpengaruh signifikan terhadap Customer
Satisfaction (Y1); (2) Perceived Value (X2) tidak berpengaruh signifikan
terhadap Customer Satisfaction (Y1); E-Service Quality (Xi1) berpengaruh
signifikan terhadap Customer Loyalty (Y2); Perceived Value (X2) berpengaruh
signifikan terhadap Customer Loyalty (Y2); E-Service Quality (X1) memiliki
pengaruh yang signifikan terhadap Customer Loyalty (Y2) dengan Customer
Satisfaction (Y1) sebagai variabel intervening. Perceived Value (X2) tidak
memiliki pengaruh yang signifikan terhadap Customer Loyalty (Y2) dengan
Customer Satisfaction (Y1) sebagai variabel intervening.

Kata Kunci: E-Service Quality, Perceived Value, Customer Satisfaction,
Customer Loyalty.
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ABSTRACT

This research aims to determine the influence of electronic service quality,
perceived value, and customer satisfaction on customer loyalty of MyTelkomsel
users in Kebumen Regency. Data collection was carried out using non-
probability sampling, with a sample size of 100 respondents. Hypotheses were
tested using SPSS 29 for Windows. The method used in this research is
quantitative using path analysis. The results of this research are as prove that:
(1) E-Service Quality (X1) has a significant influence on Customer Satisfaction
(Y1); (2) Perceived Value (X2) does not have a significant influence on
Customer Satisfaction (Y1); (3) E-Service Quality (X1) has a significant
influence on Customer Loyalty (Y2); (4) Perceived Value (X2) has a significant
influence on Customer Loyalty (Y2); (5) E-Service Quality (X1) has a
significant influence on Customer Loyalty (Y2) with Customer Satisfaction
(Y1) as an intervening variable. Perceived Value (X2) does not have a
significant influence on Customer Loyalty (Y2) with Customer Satisfaction
(Y1) as an intervening variable.

Keywords: E-Service Quality, Perceived Value, Customer Satisfaction,
Customer Loyalty.
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