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Pengaruh Service Quality dan Customer Experience terhadap Customer 

Loyalty melalui Customer Satisfaction pada PT Uber Indonesia di Surabaya 

 
ABSTRAK 

 
Penelitian ini dilakukan untuk mengetahui dan menjelaskan pengaruh 

Service Quality dan customer experience terhadap customer loyalty melalui 

customer satisfaction pada PT Uber Indonesia di Surabaya. Teknik analisis data 

yang digunakan adalah SEM (Structural Equation Modelling) dan menggunakan 

program LISREL. Penelitian ini mengambil 150 responden sebagai sampelnya 

yang dalam 1 bulan terakhir pernah menggunakan jasa PT Uber Indonesia di 

Surabaya, berdomisili di Surabaya, berusia minimal 17 tahun. 

Hasil  dari  penelitian ini  adalah terbukti bahwa  Service  Quality  dan 

customer  experience  berpengaruh  positif  dan  signifikan  terhadap  customer 

loyalty melalui customer satisfaction pada PT Uber Indonesia di Surabaya. 

Bagi peneliti selanjutnya yang ingin melakukan penelitian mengenai 

service quality, customer experience, customer loyalty, dan customer satisfaction 

dapat menambahkan variabel-variabel lain. PT Uber Indonesia harus menjaga 

service  quality  dan   menciptakan  customer  experience  agar   menimbulkan 

customer satisfaction yang baik, sehingga tercipta customer loyalty. 

 
Kata Kunci: Service Quality; Customer Experience; Customer Loyalty; 

Customer Satisfaction.
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Influence of Service Quality and Customer Experience to Customer 

Loyalty through Customer Satisfaction at PT Uber Indonesia in 

Surabaya 
 

 
ABSTRAK 

 

 
This research is conducted to know and explain the influence of 

Service Quality and customer experience to customer loyalty through 

customer satisfaction at  PT  Uber  Indonesia in  Surabaya.  Data  analysis 

techniques used are SEM (Structural Equation Modeling) and use LISREL 

program. This study took 150 respondents as a sample that in the last 1 

month that had used the services of online taxi (PT Uber Indonesia) in 

Surabaya, domiciled in Surabaya, aged at least 17 years. 

The result of this research is proved that Service Quality and 

customer  experience  have  positive  and  significant  impact  to  customer 

loyalty through customer satisfaction at PT Uber Indonesia in Surabaya. 

For further researchers who want to do research on service quality, 

customer experience, customer loyalty, and customer satisfaction can add 

other variables. PT Uber Indonesia must maintain service quality and create 

customer experience in order to generate good customer satisfaction, thus 

creating customer loyalty. 

 
Key Words: Service Quality; Customer Experience; Customer Loyalty; 

Customer Satisfaction.
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