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ABSTRACT 

This study aims to determine the effect of Electronic Word of Mouth, Electronic 

Service Quality and User Experience on User Loyalty Mobile Legends Bang-

Bang in Kebumen. The population in this study were Mobile Legends users in 

Kebumen. This study took 100 respondents using purposive sampling technique 

with a questionnaire as a data collection tool. The variables used in this study are 

Electronic Word of Mouth (X1), Electronic Service Quality (X2), User 

Experience (X3) to User Loyalty (Y). The analysis technique in this study uses 

descriptive and statistical analysis which includes validity and reliability tests, 

calculative assumption tests, hypothesis testing and multiple linear analysis using 

the help of the SPSS Release 24.0 for Windows program. The results of this study 

indicate that all variables are valid and reliable, there is no multicollinearity, no 

heteroscedasticity and the model fulfill the assumption of normality. Partially the 

influence of Electronic Word of Mouth, Electronic Service Quality and User 

Experience on User Loyalty shows a positive and significant influence. The 

influence of Electronic Word of Mouth, Electronic Service Quality and User 

Experience simultaneously has a significant influence on User Loyalty. The 

Adjuster 𝑅2 value of the equation is 0.575 or 57.5%. meaning that the User 

Loyalty variable can be influenced by Electronic Word of Mouth, Electronic 

Service Quality, and User Experience. 

 

Keyword: Electronic Word of Mouth, Electronic Service Quality, User 

Experience and User Loyalty 
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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh Electronic Word of Mouth, 

Electronic Service Quality dan User Experience terhadap User Loyalty Mobile 

Legends Bang-Bang di Kebumen. Populasi dalam penelitian ini adalah pemain 

Mobile Legends di Kebumen. Penelitian ini mengambil 100 responden 

menggunakan Teknik Purposive Sampling dengan angket/kuesioner sebagai alat 

pengumpulan data. Variabel yang digunakan dalam penelitian ini adalah 

Electronic Word of Mouth (X1), Electronic Service Quality (X2), User 

Experience (X3) terhadap User Loyalty (Y). Teknik analisis dalam penelitian ini 

menggunakan analisis desktiptif dan statistik yang meliputi uji validitas dan 

reliabilitas, uji asumsi klasik, uji hipotesis dan analisis linier berganda dengan 

menggunakan bantuan program SPSS Release 24.0 for Windows. Hasil penelitian 

ini menunjukan bahwa semua variabel valid dan reliabel, tidak terdapat 

Multikolinearitas, tidak terjadi Heterokedastisitas dan model memenuhi asumsi 

Normalitas. Secara Parsial Pengaruh Electronic Word of Mouth, Electronic 

Service Quality dan User Experience terhadap User Loyalty menunjukan 

pengaruh yang positif dan signifikan. Pengaruh Electronic Word of Mouth, 

Electronic Service Quality dan User Experience secara simultan mempunyai 

pengaruh yang signifikan terhadap User Loyalty. Nilai Adjuster 𝑅2 persamaan 

sebesar sebesar 0,575 atau 57,5%. artinya bahwa variabel User Loyalty dapat di 

pengaruhi oleh Electronic Word of Mouth, Electronic Service Quality dan User 

Experience ini sebesar 58,8% sedangkan 41,2% dipengaruhi oleh variabel lain di 

luar penelitian ini. 

 

Kata kunci : Electronic Word Of Mouth, Electronic Service Quality, User 

Experience  dan User Loyalty 
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HALAMAN MOTTO  

 

この世の生活が幸せならなぜ生まれたばかりの赤ちゃんは笑わずに泣くの

でしょうか? 

“Jika kehidupan di dunia ini bahagia, mengapa bayi yang baru lahir itu menangis 

bukannya tertawa?” 
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