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HUBUNGAN E-SERVICE QUALITY TERHADAP
PENINGKATAN LOYALITAS PELANGGAN APLIKASI
MUSIC STREAMING SPOTIFY PADA MAHASISWA
UNIVERSITAS BAKRIE

Muhammad Farras Yashari

ABSTRAK

Penelitian ini bertujuan untuk mengetahui seberapa besar hubungan e-service
quality terhadap peningkatan loyalitas pelanggan aplikasi music streaming Spotify
pada mahasiswa Universitas Bakrie. Sampel yang digunakan dalam penelitian ini
adalah mahasiswa Universitas Bakrie yang menggunakan aplikasi music streaming
Spotify tak berbayar (free user) dan yang berbayar (premium). Jumlah sampel
adalah 100 orang yang diambil melalui teknik simple random sampling. Metode
analisis yang digunakan adalah analisis regresi linier berganda dan koefisien
determinasi. Hasil penelitian ini menunjukkan bahwa e-service quality berpengaruh
secara positif dan signifikan terhadap loyalitas pelanggan aplikasi music streaming
Spotify. Sedangkan untuk dimensi variabel e-service quality yang terdiri dari
efficiency, fullfilment, system availability, dan privacy tiga diantaranya yaitu
efficiency, fulfillment, dan privacy secara parsial memiliki pengaruh positif
signifikan terhadap loyalitas pelanggan, dan untuk variabel system availability
secara parsial tidak berpengaruh signifikan terhadap loyalitas pelanggan.

Kata kunci: e-service quality, efficiency, fullfilment, system availability, privacy,
loyalitas pelanggan.
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THE RELATION OF E-SERVICE QUALITY TOWARD THE
INCREASE OF CONSUMER LOYALTY OF SPOTIFY MUSIC
STREAMING APPLICATION AMONGST BAKRIE UNIVERSITY
STUDENTS

Muhammad Farras Yashari

ABSTRACT

The purpose of this research is to identify how much the relation of e-service quality
toward the increase of consumer loyalty of Spotify music streaming application
amongst Bakrie University students. The sample of this research is Bakrie University
students who use free membership of Spotify and who subscribe to premium. Total
sample is 100 individuals that determined by simple random sampling technique.
Analysis method that being used is multiple linear regression and coefficient
determination analysis. The result shows that e-service quality has positive and
significant influence toward consumers loyalty of Spotify music streaming apps.
From the variable dimension of e-service quality that includes efficiency, fulfilment,
system availability and privacy, three of them partially have positive and significant
influence toward consumer loyalty while the other variable of system availability
does not have significant influence toward consumer loyalty.

Keywords: e-service quality, efficiency, fullfilment, system availability, privacy,
consumer loyalty.
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