
 

  
1



 

  
1



 





Purposive
Sampling

software



Technological developments in the world are increasing drastically which 
requires business man to use the internet in business activities in an effort to 
increase competitors.Grab is an online transportation engaged in services 
originating from Singapore. Grab was born in Indonesia in 2014 as a means of 
public transportation known to the surrounding community. The increasingly 
rapid competition in the service industry today requires improvement of service 
quality, customer trust and satisfaction in order to increase the number of usage 
or attract new customers to use its services. The design used in this study is 
qualitative methods in which research is descriptive dan tends to use analysis. 
The sample technique taken is purposive sampling technique, which is to 
determine the sample by considering certain considerations and the number of 
population taken in this study based on the Bernoulli formula which amounts to 
96.04 and is rounded to 100. data collection techniques are by distributing 
questionnaries and using Likert scale research. methods of data analysis in this 
study using multiple linear analysis. Test data quality in this study using validity 
and reability tests, classic assumptions test in this study using normality test, 
multicollinearity test and heteroscedastisity test and influence test using multiple 
linear regression analysis and analysis of the coefficient of determination (R2), 
while hypothesis testing in this study used the t test dan f test and tested with the 
help of statistical software which is SPSS 25. The result of this study indicate that 
service quality, trust and customer satisfaction have a positive and significant 
impact on customer loyalty as seen from t count > t table and a significant value 
< 0,05 and service quality, trust and customer satisfaction collectively have a 
positive influence and significant to employee performance as seen from f count > 
f table and a significant value is < 0,05. 
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structural equation model (SEM)

path analysis

6. Effect of 

Service Quality Dimension and Marketing Mixed Dimention of Consumer 

Loyalty with Consumer Satisfaction as Mediation

service quality dimension, marketing mixed dimention, consumer 

loyalty and consumer satisfaction purposive random 



sampling The result show that service significantly influence consumer 

satisfaction does not mediate between the influence of service quality on 

consumer loyality, consumer satisfaction is able to mediate between the 

influence of the marketing mix on consumer loyality, consumer satisfaction 

does not mediate between the influence of service quality and marketing mix 

simultaneously on consumer loyalty

7. The Influence of 

System Quality, Information Quality, E-service Quality and Perceived Value 

on Shopee Consumer Loyalty in Padang City

system quality, information quality, e-service quality, perceived 

value and consumer loyalty quantitative method

The result show that system quality, information quality, e-service quality 

and perceived value had positive and significant influence on consumer 

loyalty. 
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