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ABSTRAK

Penyedia jasa pelayanan yang bergerak dibidang online tentunya diharuskan
supaya memberi pengalaman berkesan bai katas pembelian produk/jasa pada
pelanggan agar menimbulkan keloyalitasan. Perusahaan diharuskan berkualitas
didalam menciptakan keloyalitasan serta kenyamanan pada pelanggan melalui
produk yang di tawarkannya, hingga pelanggan akan terus menerus membeli
berulang. Loyalitas konsumen bisa di pengaruhi oleh sejumlag faktor seperti
pengalaman, kepuasan, kepercayaan. Tujuan penelitian ini untuk menganalisis
pengaruh pengalaman, kepuasan dan kepercayaan terhadap loyalitas pelanggan
Gojek di Kota Batam. Metode penelitian kuantitatif di gunakan dalam penyusunan
penelitian ini. Teknik pengumpulan datanya dengan melakukan penyebaran
kuesioner pada 120 responden yakni konsumen sebagai pengguna aplikasi Gojek.
Hasil penelitian menunjukkan pengalaman, kepuasan, kepercayaan memengaruhi
secara parsial dan simultan terhadap loyalitas pelanggan Gojek di kota Batam.
Hasil pengujian koefisien determinasi menunjukkan pengaruh tiga variabel ini
terhadap loyalitas sebesar 71,2 persen, sedangkan sisanya terpengaruhi variabel
lain yang tak di teliti didalam penelitian ini.

Kata Kunci: Pengalaman, Kepuasan, Kepercayaan, Loyalitas.



ABSTRACT

Online service providers must be able to provide an excellent product or service
buying experience to their customers to be loyal. Companies must have their own
characteristics in order to create consumer loyalty for the products offered so as
to create a sense of comfort so that consumers make repeated buying processes.
Consumer loyalty has several factors that can influence it, including experience,
satisfaction, trust. This study aims to analyze the effect of experience, satisfaction,
trust on Gojek Customer Loyalty in Batam City. The design of this study uses
research design and quantitative research methods. The data collection technique
is by distributing questionnaires to 120 respondents, namely consumers who have
used the GOJEK application. The results of this study indicate that experience,
satisfaction, trust partially and simultaneously on Gojek Customer Loyalty in
Batam City. The test results of the coefficient of determination show that the effect
of experience, satisfaction, trust on loyalty is 71.2 percent, while the rest is
influenced by other variables not examined in this study.

Keywords: Experience, Satisfaction, Trust, Loyalty.
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