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ABSTRAKSI 
 

Penelitian ini bertujuan untuk mengetahui pengaruh e-service quality dan 

e-trust terhadap e-customer loyalty melalui e-satisfaction sebagai variabel 

intervening. Populasi penelitian ini yaitu masyarakat di Kabupaten Kebumen yang 

menggunakan BRI Mobile. Sampel pada penelitian ini sebanyak 100 orang. 

Metode yang digunakan dalam penelitian ini adalah metode kuantitatif. Analisis 

data menggunakan analisis jalur dengan program SPSS 22 dan uji sobel. Hasil 

penelitian ini menunjukan bahwa variabel e-service quality berpengaruh positif 

dan signifikan terhadap variabel e-satisfaction, variabel e-trust berpengaruh 

positif dan signifikan terhadap e-satisfaction, variabel e-service quality 

berpengaruh positif dan signifikan terhadap variabel e-customer loyalty, variabel 

e-trust berpengaruh positif namun tidak signifikan terhadap variabel e-customer 

loyalty, variabel e-satisfaction berpengaruh positif namun tidak siginifikan 

terhadap e-customer loyalty, variabel e-satisfaction tidak dapat memediasi 

variabel e-service quality terhadap variabel e-customer loyalty, dan variabel e-

satisfaction tidak dapat memediasi variabel e-trust terhadap variabel e-customer 

loyalty. 

Kata kunci: e-service quality, e-trust, e-satisfaction, e-customer loyalty 
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ABSTRACT 
 

This study aims to determine the effect of e-service quality and e-trust to e-

customer loyalty through e-satisfaction as an intervening variable. The population 

of this research is people in Kebumen Regency who use BRI Mobile. The sample 

in this study were 100 people. The method used in this study is a quantitative 

method. Data analysis used path analysis with SPSS 22 program and Sobel test. 

The results of this study indicate that e-service quality variable has an positive 

effect and significant on the e-satisfaction variable, e-trust variable has an 

positive effect and significant on the e-satisfaction variable, e-service quality 

variable has an positive effect and significant on the e-customer loyalty variable, 

e-trust variable has insignificant positive effect on the e-customer loyalty 

variable, e-satisfaction variable has insignificant positive effect on the e-customer 

loyalty variable,  e-satisfaction variable can not mediate e-service quality to e-

customer loyalty, and e-satisfaction variable can not mediate e-trust to e-

customer loyalty. 

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