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  PENGARUH E-SERVICE QUALITY TERHADAP KEPUASAN 

PELANGGAN TRAVELOKA 

 

Wulan Hardiana Wowor 

ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis pengaruh E-Service Quality (Easy of use, 

Application Design, Responsiveness, Personalization dan Assurance terhadap kepuasan 

pelanggan Traveloka. Variabel independen dalam penelitian ini adalah E-Service Quality. 

Variabel dependen dalam penelitian ini adalah kepuasan pelanggan. Sampel yang digunakan 

dalam penelitian ini sebanyak 100 orang dengan menggunakan teknik purposive sampling. 

Metode analisis yang digunakan adalah analisis regresi berganda. 

Hasil penelitian ini menunjukkan bahwa variabel Easy of use, Responsiveness dan Assurance 

berpengaruh secara positif dan signifikan terhadap kepuasan pelanggan, untuk variabel 

Application Design berpengaruh tapi tidak secara signifikan terhadap kepuasan pelanggan, 

sedangkan variabel Personalization berpengaruh negatif diuji secara parsial terhadap kepuasan 

pelanggan Traveloka. Namun, jika diuji secara bersama-sama kelima variabel bebas yang terdiri 

dari Easy of use, Application Design, Responsiveness, Personalization dan Assurance memiliki 

pengaruh yang signifikan terhadap kepuasan pelanggan Traveloka. 

 

 

Kata kunci: E-Service Quality, easy of use, application design, responsiveness, personalization, 

assurance, kepuasan pelanggan. 
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THE EFFECT OF E-SERVICE QUALITY ON TRAVELOKA CUSTOMER 

SATISFACTION 

 

Wulan Hardiana Wowor 

ABSTRACT 

 

This study aims to analyze the influence of E-Service Quality (Easy of use, Application Design, 

Responsiveness, Personalization and Assurance) on Traveloka customer satisfaction. The 

independent variable in this study is E-Service Quality. The dependent variable in this study is 

customer satisfaction. Samples that are used in this study as many as 100 people using purposive 

sampling technique.The analytical method used is multiple regression analysis. 

The results of this study indicate that the variable Easy of use, Responsiveness and Assurance 

has a positive and significant effect on customer satisfaction, for the Application Design variable 

has an effect but not significantly on customer satisfaction, while the Personalization variable 

has a negative effect tested partially on the satisfaction of Traveloka customers. However, if 

tested together the five independent variables consisting of Easy of use, Application Design, 

Responsiveness, Personalization and Assurance have a significant influence on the satisfaction 

of Traveloka customers. 

 

 

Keywords: E-Service Quality, easy of use, application design, responsiveness, personalization, 

assurance, customer satisfaction. 
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