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ABSTRAK

Kajian ini disusun guna menelaah secara mendalam sejauh mana eksistensi
promosi, persepsi kemudahan, serta kepercayaan konsumen mampu merajut
keterikatan loyalitas terhadap layanan GrabFood di wilayah Kota Batam.
Pendekatan yang digunakan bersifat kuantitatif deskriptif, mengingatkan pada
pemetaan statistik atas fenomena sosial yang bersandar pada angka. Unit populasi
mencakup para pengguna aktif GrabFood, meskipun jumlah absolutnya tidak dapat
ditentukan secara eksplisit. Teknik penarikan sampel menggunakan metode
purposive dengan perhitungan berbasis rumus Jacob Cohen, menghasilkan
partisipasi dari 204 responden. Alur analisis data meliputi pengujian kualitas
instrumen, verifikasi asumsi klasik, pemodelan regresi linier ganda, serta
konfirmasi hipotesis melalui uji parsial dan simultan. Temuan empiris
mengisyaratkan bahwa promosi menyumbang pengaruh sebesar 15,0%,
kemudahan menyumbang 18,6%, sementara kepercayaan menyumbang 16,8%
terhadap loyalitas pelanggan. Secara kolektif, ketiga determinan ini
menyumbangkan 71,0% variasi terhadap loyalitas, sebagaimana tercermin dalam
nilai koefisien determinasi (R?). Hasil uji inferensial mempertegas bahwa masing-
masing variabel independen memiliki korelasi yang signifikan dan bersifat
konstruktif terhadap loyalitas pelanggan, baik secara individu maupun secara
bersamaan.

Kata kunci: Kepercayaan, Loyalitas Pelanggan, Persepsi Kemudahan, Promosi.



ABSTRACT

This study was designed to examine in depth the extent to which the existence of
promotions, perceived convenience, and consumer trust are able to knit together
loyalty ties to GrabFood services in the Batam City area. The approach used is
quantitative descriptive, reminiscent of statistical mapping of social phenomena
that rely on numbers. The population unit includes active GrabFood users,
although the absolute number cannot be determined explicitly. The sampling
technique uses a purposive method with calculations based on the Jacob Cohen
formula, resulting in participation from 204 respondents. The data analysis flow
includes testing the quality of the instrument, verifying classical assumptions,
multiple linear regression modeling, and confirming the hypothesis through partial
and simultaneous tests. Empirical findings suggest that promotions contribute an
influence of 15.0%, convenience contributes 18.6%, while trust contributes 16.8%
to customer loyalty. Collectively, these three determinants contribute 71.0% of the
variation in loyalty, as reflected in the coefficient of determination (R?) value. The
results of the inferential test confirm that each independent variable has a
significant and constructive correlation with customer loyalty, both individually
and simultaneously.

Keywords: Customer Loyalty, Perceived Convenience, Promotion, Trust.
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