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ABSTRAK

Penelitian ini digagas guna menguak sejauh mana peran variabel kepercayaan,
kemudahan penggunaan, serta persepsi citra merek berkontribusi dalam
membentuk loyalitas pelanggan terhadap layanan transportasi daring Maxim di
wilayah Kota Batam. Riset ini berlandaskan pada pendekatan kuantitatif berjenis
deskriptif yang difokuskan pada pengguna aktif aplikasi Maxim yang telah
memanfaatkan layanan. Prosedur penentuan responden dijalankan melalui teknik
purposive sampling, dengan jumlah partisipan yang dihitung berdasarkan metode
Jacob Cohen, hingga diperoleh sebanyak 204 responden sebagai sampel
representatif. Data dianalisis secara komprehensif melalui tahap uji validitas dan
reliabilitas instrumen, uji asumsi klasik, serta uji signifikansi model dan hipotesis.
Hasil analisis regresi menunjukkan bahwa kepercayaan memberikan kontribusi
pengaruh sebesar 25,5% terhadap loyalitas, kemudahan penggunaan menyumbang
dampak sebesar 24,2%, dan citra merek menunjukkan pengaruh sebesar 21,5%.
Ketiga variabel secara kolektif menjelaskan 64,9% variabilitas loyalitas pelanggan
berdasarkan nilai koefisien determinasi (R?). Berdasarkan hasil uji t, ditemukan
bahwa kepercayaan berpengaruh positif dan signifikan terhadap loyalitas pelanggan
Maxim di Batam, dibuktikan dengan t hitung 6,861 >t tabel 1,971 dan signifikansi
0,000 < 0,05. Kemudahan penggunaan berpengaruh positif dan signifikan terhadap
loyalitas pelanggan Maxim di Batam, dibuktikan dengan t hitung 5,400 > t tabel
1,971 dan signifikansi 0,000 < 0,05. Citra merek berpengaruh positif dan signifikan
terhadap loyalitas pelanggan Maxim di Batam, dibuktikan dengan t hitung 4,571 >
t tabel 1,971 dan signifikansi 0,000 < 0,05. Hasil uji F menunjukkan bahwa
kepercayaan, kemudahan penggunaan, dan citra merek berpengaruh positif dan
signifikan secara simultan terhadap loyalitas pelanggan Maxim di Batam, dengan f
hitung 125,934 > f tabel 2,65 dan signifikansi 0,000 < 0,05.

Kata Kunci: Citra Merek, Kemudahan Penggunaan, Kepercayaan, Loyalitas
Pelanggan.



ABSTRACT

This study was initiated to uncover the extent to which the variables of trust, ease
of use, and perceived brand image contribute to shaping customer loyalty towards
the Maxim online transportation service in Batam City. This research is based on

a descriptive quantitative approach focused on active users of the Maxim

application who have utilized the service. The respondent determination procedure
was carried out using a purposive sampling technique, with the number of
participants calculated using the Jacob Cohen method, resulting in a representative
sample of 204 respondents. The data were analyzed comprehensively through the
stages of instrument validity and reliability testing, classical assumption testing,

and model and hypothesis significance testing. The results of the regression
analysis showed that trust contributed 25.5% to loyalty, ease of use contributed
24.2%, and brand image showed 21.5%. The three variables collectively explained
64.9% of the variability in customer loyalty based on the coefficient of
determination (R?). Based on the results of the t-test, it was found that trust has a
positive and significant effect on Maxim customer loyalty in Batam, evidenced by t
count 6.861 >t table 1.971 and significance 0.000 < 0.05. Ease of use has a positive
and significant effect on Maxim customer loyalty in Batam, evidenced by t count
5.400 > t table 1.971 and significance 0.000 < 0.05. Brand image has a positive
and significant effect on Maxim customer loyalty in Batam, evidenced by t count
4.571 > t table 1.971 and significance 0.000 < 0.05. The results of the F-test show
that trust, ease of use, and brand image have a positive and significant effect
simultaneously on Maxim customer loyalty in Batam, with f count 125.934 > f'table
2.65 and significance 0.000 < 0.05.

Keywords: Brand Image, Customer Loyalty, Ease of Use, Trust.
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