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RINGKASAN 

Nurul Hidayati Mukhoyyaroh. Program Studi Ilmu Administrasi Bisnis 

Universitas Yudharta.    Agustus     . Pengaruh E-Service Quality Terhadap E-

Satisfaction Dan E-Loyalty (Survei Pada Konsumen Layanan Gofood Aplikasi 

Gojek  Di Kabupaten Pasuruan). Dosen Pembimbing: Any Urwatul Wusko, 

S.Sos., M.AB. 

 

Perkembangan teknologi dari hari ke hari begitu pesat, teknologi 

memudahkan berbagai kegiatan manusia. Kebanyakan orang sudah beralih pada 

dunia online dalam hal berbelanja yaitu pada e-commerce. Jasa pesan antar 

makanan sedang ngetrend di masa pandemic sekarang ini sebab dirasa lebih 

safety. Perusahaan pelopor untuk jasa pesan antar makanan adalah Gojek dengan 

layanannya yang bernama Gofood. 

Tujuan penelitian ini adalah untuk mengetahui pengaruh E-Service 

quality terhadap E-Satisfaction dan E-Loyalty pada konsumen layanan Gofood 

aplikasi Gojek di Kabupaten Pasuruan. Jenis penelitian ini adalah explanatory 

research menggunakan pendekatan kuantitatif dengan pengumpulan data melalui 

survey atau pembagian kuisioner pada     responden. Metode pengambilan 

sampel yang digunakan dalam penelitian ini adalah non probability sampling 

yakni accidental sampling. Metode analisis data yang digunakan adalah analisis 

deskriptif dan analisis statistic inferensial. Teknik analisis data menggunakan 

Partial Least Square (PLS).  

Hasil penelitian menunjukkan bahwa E-Service Quality berpengaruh 

signifikan terhadap E-Satisfaction, kemudian E-Service Quality berpengaruh 

signifikan terhadap E-Loyalty dan E-Satisfaction berpengaruh signifikan terhadap 

E-Loyalty. 

 

Kata Kunci: E-Service Quality, E-Satisfaction, E-Loyalty 
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SUMMARY 

Nurul Hidayati Mukhoyyaroh. Majoring in Business Administration at  University 

of Yudharta Pasuruan. August  ,     . The Effect of E-Service Quality On E-

Satisfaction and E-Loyalty (Survey On Consumers of The Gojek Application 

Gofood Service in Pasuruan District.). Supervisor: Any Urwatul Wusko, S.Sos., 

M.AB. 

 

Th development of technology from day to day is so fast, technology 

facilitates various human activities. Most people have switched to the online 

world in terms of shopping, namely e-commerce. Food delivery services are 

trending during the current pandemic because they feel safer. The pioneer 

company for food delivery services is Gojek with a service calld Gofood. 

The purpose of this study was to see the effect of E-Service on the 

quality of E-Satisfaction and E-Loyalty to Gofood service customers in the Gojek 

application in the Regency Pasuruan. This type of research is an explanatory 

study using a quantitative approach by means of data through surveys or 

distribution of questionnaires online through Google Form on     respondents. 

The sampling method used in This research is a non probability sampling, namely 

accidental sampling. Data analysis method The used is descriptive analysis and 

inferential statistical analysis. The data analysis technique used Partial Least 

Square (PLS).  

The results showed that E-Service Quality has a significant effect on E-

Satisfaction, then E-Service Quality has an effect significant effect on E-Loyalty 

and E-Satisfaction have a significant effect on E-Loyalty 

 

Keywords: E-Service Quality, E-Satisfaction, E-Loyalty 
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