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PENGGUNA HALODOC) 

 

Lulu Mahardillah Madugiri 

 

ABSTRAK 
 

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh kualitas 

layanan elektronik (e-servqual) dan kepercayaan pada telemedicine service 

terhadap loyalitas konsumen pengguna aplikasi Halodoc.  Jenis penelitian ini 

adalah kuantitatif dan sumber data penelitian ini adalah data primer dari sampel 

responden yang telah menggunakan aplikasi Halodoc.  Pengumpulan data 

dilakukan dengan menggunakan kuesioner berbasis online untuk 102 responden.  

Penelitian ini menggunakan Uji Analisis Regresi Berganda. 

Adapun hasil penelitian menunjukkan bahwa secara parsial kualitas layanan 

elektronik (e-servqual) maupun kepercayaan pada telemedicine service 

berpengaruh terhadap loyalitas konsumen dan berdasarkan uji F (simultan) pun 

kualitas layanan elektronik (e-servqual) dan kepercayaan pada telemedicine service 

berpengaruh terhadap loyalitas konsumen.  

Kata kunci:  kualitas layanan elektronik, e-servqual, kepercayaan pada 

telemedicine service, loyalitas konsumen 
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THE EFFECT OF ELECTRONIC SERVICE QUALITY AND 

TRUST IN TELEMEDICINE SERVICE ON 

CONSUMER LOYALTY (CASE STUDY OF 

HALODOC USERS) 

 

LULU MAHARDILLAH MADUGIRI 

 

ABSTRACT 
 

The purpose of this research is to analyze the effect of electronic service 

quality (e-servqual) and trust on telemedicine services on customer loyalty of 

Halodoc application users.  This type of research is quantitative and the source of 

this research data is primary data from a sample of respondents who have used the 

Halodoc application.  Data collection was carried out using an online-based 

questionnaire to 102 respondents. This research uses the Multiple Regression 

Analysis Test. 

The results of this research show that partially the quality of electronic 

services (e-servqual) and trust on telemedicine services affect consumer loyalty and 

based on the F test (simultaneous) also the quality of electronic services (e-

servqual) and trust on telemedicine services affect consumer loyalty. 

Keywords:  quality electronic services, e-servqual, trust on telemedicine service, 

consumer loyalty  



Universitas Bakrie 
 

vii 
 

DAFTAR ISI 

KATA PENGANTAR ....................................................................................... iii 

ABSTRAK ......................................................................................................... v 

ABSTRACT ...................................................................................................... vi 

DAFTAR GAMBAR.......................................................................................... x 

DAFTAR TABEL ............................................................................................. xi 

DAFTAR LAMPIRAN .................................................................................... xii 

BAB I .................................................................................................................. 1 

PENDAHULUAN .............................................................................................. 1 

1.1 Latar Belakang .................................................................................... 1 

1.2 Rumusan Masalah ............................................................................... 6 

1.3 Tujuan Penelitian ................................................................................ 7 

1.4 Manfaat Penelitian .............................................................................. 7 

1.4.1 Manfaat Teoritis ................................................................................ 7 

1.4.2 Manfaat Praktis ................................................................................. 7 

1.5 Sistematika Penelitian ......................................................................... 8 

BAB II .............................................................................................................. 10 

TINJAUAN PUSTAKA ................................................................................... 10 

2.1 Landasan Teori ....................................................................................... 10 

2.1.1 Kualitas Layanan Elektronik (Electronic Service Quality) ............. 10 

2.1.2 Kepercayaan (Trust in Telemedicine Service) .................................. 12 

2.1.3 Loyalitas Konsumen (Consumer Loyalty) ........................................ 14 

2.2 Penelitian Terdahulu .............................................................................. 18 

2.3 Kerangka Pemikirian ............................................................................. 22 

2.4 Kerangka Konseptual............................................................................. 24 

BAB III ............................................................................................................. 25 

METODE PENELITIAN ................................................................................ 25 

3.1 Jenis Penelitian .................................................................................. 25 



Universitas Bakrie 
 

viii 
 

3.2 Metode Penentuan Sampel ................................................................ 25 

3.2.1 Populasi ............................................................................................ 25 

3.2.2 Sampel .............................................................................................. 25 

3.3 Metode Pengumpulan Data............................................................... 27 

3.3.1 Jenis Sumber Data ........................................................................... 27 

3.3.2 Teknik Pengumpulan Data .............................................................. 27 

3.4 Metode Analisis Data ........................................................................ 28 

3.4.1 Uji Kualitas Data.............................................................................. 28 

3.4.2 Uji Asumsi Klasik ............................................................................ 29 

3.4.3 Uji Hipotesis ..................................................................................... 32 

3.5 Analisis Deskriptif ............................................................................. 33 

3.6 Analisis Linear Berganda.................................................................. 34 

3.7 Koefisien Determinasi (R2) ................................................................ 34 

3.8 Operasional Variabel ........................................................................ 35 

BAB IV ............................................................................................................. 39 

HASIL PENELITIAN DAN PEMBAHASAN ................................................ 39 

4.1 Sekilas Gambaran Umum Objek Penelitian .................................... 39 

4.1.1 Sejarah singkat Halodoc............................................................. 39 

4.1.2 Profil Halodoc ............................................................................. 40 

4.1.3 Logo Halodoc .............................................................................. 40 

4.2 Karakteristik Responden .................................................................. 41 

4.3 Analisis Deskriptif ............................................................................. 48 

4.4 Uji Instrumen Data ........................................................................... 51 

4.4.1 Pre-Test Uji Validitas dan Reliabilitas ...................................... 51 

4.4.2 Uji Validitas ................................................................................ 53 

4.4.3 Uji Reliabilitas ............................................................................ 54 

4.5 Uji Asumsi Klasik .............................................................................. 55 

4.5.1 Uji Multikolonieritas .................................................................. 55 

4.5.2 Uji Heteroskedastisitas ............................................................... 56 

4.5.3 Uji Normalitas ............................................................................ 57 

4.6 Uji Hipotesis ...................................................................................... 57 

4.6.1 Uji Analisis Linear Berganda ..................................................... 57 



Universitas Bakrie 
 

ix 
 

4.6.2 Uji F ............................................................................................ 59 

4.6.3 Uji t.............................................................................................. 60 

4.7 Uji Koefisien Determinasi (R2).......................................................... 60 

4.8 Pembahasan ....................................................................................... 61 

BAB V .............................................................................................................. 66 

PENUTUP ........................................................................................................ 66 

5.1 Kesimpulan ........................................................................................ 66 

5.2 Saran ....................................................................................................... 67 

DAFTAR PUSTAKA ....................................................................................... 68 

LAMPIRAN - LAMPIRAN............................................................................. 72 

 

  



Universitas Bakrie 
 

x 
 

DAFTAR GAMBAR 
Gambar 1. 1 - Rating Halodoc........................................................................... 4 

Gambar 1. 2 - Review Pengguna Halodoc ........................................................ 5 

Gambar 2. 1 - Kerangka Konseptual .............................................................. 24 

Gambar 2. 2 - Skala Semantic Differensial ..................................................... 28 

Gambar 4. 1 - Logo Halodoc ........................................................................... 40 

Gambar 4. 2 - Uji Heteroskedastisitas ............................................................ 56 

  



Universitas Bakrie 
 

xi 
 

DAFTAR TABEL 
Tabel 3. 1 - Operasional Variabel ................................................................... 35 

Tabel 4. 1 - Karakteristik Responden Intensitas Penggunaan ....................... 41 

Tabel 4. 2 - Karakteristik Aktivitas Penggunaan ........................................... 42 

Tabel 4. 3 - Karakteristik Jenis Kelamin ........................................................ 43 

Tabel 4. 4 - Karakteristik Usia ........................................................................ 44 

Tabel 4. 5 - Karakteristik Pendidikan Terakhir ............................................. 45 

Tabel 4. 6 - Karakteristik Pekerjaan .............................................................. 46 

Tabel 4. 7 - Karakteristik Pendapatan Perbulan............................................ 47 

Tabel 4. 8 - Karakteristik Domisili .................................................................. 48 

Tabel 4. 9 - Analisis Deskriptif ........................................................................ 49 

Tabel 4. 10 - Pretest Uji Validitas dan Reliabilitas ......................................... 52 

Tabel 4. 11 - Uji Validitas ................................................................................ 54 

Tabel 4. 12 - Uji Reliabilitas ............................................................................ 55 

Tabel 4. 13 - Uji Multikolonieritas .................................................................. 55 

Tabel 4. 14 - Uji Normalitas Kolmogorov-Smirnov........................................ 57 

Tabel 4. 15 - Uji Analisis Linear Berganda ..................................................... 58 

Tabel 4. 16 - Uji Koefisien Determinasi (R2) .................................................. 61 

  



Universitas Bakrie 
 

xii 
 

DAFTAR LAMPIRAN 

Lampiran 1 – Transkip Wawancara untuk Latar Belakang ......................... 72 

Lampiran 2 - Lembar Kuesioner .................................................................... 75 

Lampiran 3 - Hasil Kuesioner Penelitian........................................................ 81 

Lampiran 4 – Karakteristik Responden ......................................................... 89 

Lampiran 5 - Hasil Pengolahan Data .............................................................. 90 

  


	KATA PENGANTAR
	ABSTRAK
	ABSTRACT
	DAFTAR GAMBAR
	DAFTAR TABEL
	DAFTAR LAMPIRAN

