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ANALISIS E-SERVICE QUALITY TERHADAP MINAT BELI 

ULANG KONSUMEN PADA TRAVELOKA EATS 

Yolanda Oktaviani1 

 

ABSTRAK 

 

Penelitian ini bertujuan untuk menguji pengaruh E-Service Quality 

terhadap minat beli ulang konsumen pada Traveloka Eats di daerah 

Jakarta. Penelitian ini mengambil sampel 134 orang yang mengetahui 

dan pernah menggunakan voucher makan traveloka eats di daerah 

Jakarta yang dijadikan sebagai responden dalam penelitian ini. Data 

dikumpulkan dengan menggunakan kuesioner dan menggunakan skala 

Rating untuk mengukur jawaban responden yang sudah diuji validitas 

dan reliabilitas. Metode yang digunakan adalah uji validitas, uji 

realibilitas, uji asumsi klasik, uji regresi linier berganda, uji parsial (uji 

t), uji simultan (uji F) dan determinasi (Adjusted R2). Hasil penelitian ini 

menunjukan bahwa dari tujuh dimensi dari variabel e-service quality 

(efficiency, fulfillment, system availability, privacy, responsiveness, 

compensation, dan contact ) yang terdapat pada Traveloka Eats, hanya 

dua dimensi yang berpengaruh yaitu, compensation dan contact. Hasil 

ini menunjukkan bahwa Traveloka Eats masih perlu melakukan 

peningkatan pada e-service quality mereka untuk dapat terus membuat 

konsumen melakukan pembelian ulang. Berdasarkan hasil penelitian,      

e-service quality yang terdapat di Traveloka Eats berpengaruh sebesar 

59,8% terhadap minat beli ulang konsumen.  

 

Kata Kunci: E-Service Quality, Minat Beli Ulang 

                                                             
1 Mahasiswa Program Studi Manajemen Universitas Bakrie, Jakarta 
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ANALYSIS OF E-SERVICE QUALITY TOWARD 

CONSUMER REPURCHASE INTENTION IN 

TRAVELOKA EATS  

Yolanda Oktaviani2 

 

ABSTRAK 

 

The purpose of this study is to analyze the effect of E-Service Quality to 

customer repurchase intention in Traveloka Eats in the Jakarta area.  

This study took a sample of 134 people who knew and had used traveloka 

eats dining vouchers in the Jakarta area that were used as respondents 

in this study. Data is collected using a questionnaire and uses a rating 

scale to measure respondents' answers that have been tested for validity 

and reliability. The method used is validity test, reliability test, classic 

assumption test, multiple linear regression test, partial test (t test), 

simultaneous test (F test) and determination (adjusted R2). The results 

of this study indicate that of the seven dimensions of the e-service quality 

variable (efficiency, fulfillment, system availability, privacy, 

responsiveness, compensation, and contact) contained in the Traveloka 

Eats, only two dimensions have an effect, namely, compensation and 

contact. These results indicate that Traveloka Eats still need to make 

improvements to their e-service quality in order to continue to make 

consumers repurchase. Based on the results of the study, e-service 

quality found in Traveloka Eats had an effect of 59.8% on consumers' 

repurchasing interest. 

 

Key words: E-Service Quality, Repurchase Intention 
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