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ANALISIS PENGARUH E-SERVICE QUALITY 

 TERHADAP E-CUSTOMER LOYALTY MELALUI E-CUSTOMER SATISFACTION 

PADA APLIKASI BAHANA DXTRADE 

Agus Aslichan 

ABSTRAK 

Memberikan layanan dengan konsep dan standarisasi dari e-Service Quality 

menjadi langkah penting untuk memberikan kepuasan bagi pengguna aplikasi online 

trading. Dalam hal ini, PT Bahana Sekuritas melalui aplikasi Bahana DXTrade 

mencoba memberikan layanan online trading yang mudah untuk digunakan dan 

fleksibel melalui mobile trading application. Namun, berdasarkan ulasan di Google 

Playstore masih terdapat pengguna yang mengeluhkan kualitas layanan dari aplikasi. 

Adanya keluhan terhadap kualitas layanan mengindikasikan kecenderungan 

ketidakpuasan pelanggan yang kemudian dapat menjadi variabel perantara antara 

kualitas layanan dengan loyalitas pengguna. Untuk itu penelitian ini bertujuan untuk 

menganalisis mengenai dampak e-Service Quality terhadap e-Customer Loyalty 

melalui e-Customer Satisfaction. Penelitian ini menggunakan metode kuantitatif 

survey yang dilakukan dengan penyebaran kuesioner terkait ketiga variabel tersebut. 

Data diolah melalui analisis deskriptif mean, analisis jalur, dan uji sobel. Hasil 

pengujian tersebut menunjukkan bahwa responden cenderung puas terhadap layanan 

yang diberikan oleh aplikasi Bahana DXTrade. E-Service Quality ditemukan memiliki 

pengaruh signifikan terhadap e-Customer Satisfaction dengan nilai signifikansi <0.000. 

Sementara nilai signifikansi pengaruh e-Service Quality terhadap e-Customer Loyalty 

serta e-Customer Satisfaction terhadap e-Customer Loyalty sama-sama berada >0.005. 

Untuk pengaruh e-Service Quality terhadap e-Customer Loyalty melalui e-Customer 

Satisfaction berdasarkan uji sobel memiliki nilai z-hitung <1.96 dan p-value >0,05. 

Dari hasil penelitian ini diketahui bahwa untuk mewujudkan loyalitas pelanggan 

terhadap aplikasi Bahana DXTrade, pemenuhan variabel e-Service Quality dan e-

Customer Satisfaction saja tidak cukup karena sifatnya yang tidak signifikan. 

Kata Kunci : Aplikasi Trading, Bahana DXTrade, E-Service Quality, E-

Customer Loyalty, E-Customer Satisfaction 
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ANALYSIS THE EFFECT OF E-SERVICE QUALITY ON E-CUSTOMER 

LOYALTY THROUGH E-CUSTOMER SATISFACTION  

ON BAHANA DXTRADE APPLICATION 

Agus Aslichan 

ABSTRACT 

Providing services with the concept and standardization of e-Service Quality is 

an important step to provide satisfaction for online trading application users. In this 

case, PT Bahana Sekuritas through Bahana DXTrade application tries to provide online 

trading services that are easy to use and flexible through mobile trading applications. 

However, based on reviews on Google Playstore, there are still users who apply the 

quality of service from the application. The existence of complaints about service 

quality can be a customer expectation which then becomes an intermediary between 

service quality and customers. For this reason, this study aims to analyze the impact of 

e-Service Quality e-Customer Loyalty through e-Customer Satisfaction. This study 

uses a quantitative survey method conducted by distributing questionnaires for the 

three variables. The data was processed through descriptive analysis, path analysis, and 

Sobel test. The test results indicate that respondents tend to be satisfied with the 

services provided by the Bahana DXTrade application. E-Service Quality has a 

significant effect on e-Customer Satisfaction with a significance value of <0.000. 

Meanwhile, the significance value of the effect of e-Service Quality on e-Customer 

Loyalty and e-Customer Satisfaction on e-Customer Loyalty are both >0.005. For the 

effect of e-Service Quality on e-Customer Loyalty through e-Customer Satisfaction 

based on the Sobel test, it has a z-count <1.96 and a p-value >0.05. From the results of 

the study, it is known that to realize customer loyalty to the Bahana DXTrade 

application, the variables of fulfilling e-Service Quality and e-Customer Satisfaction 

alone are not enough because they are not significant.. 

Keywords : Trading Application, Bahana DXTrade, E-Service Quality, E-

Customer Loyalty, E-Customer Satisfaction  
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