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ABSTRAK

Pada era modern ini, beberapa perusahaan mengadopsi E-Service
Quality karena saat ini pelanggan lebih memilih layanan yang cepat
diakses dimanapun dan kapanpun berada sehingga hal tersebut menambah
fungsi utama dari sebuah produk. Oleh karena itu perusahaan harus dapat
memenuhi kebutuhan pelanggan untuk memberikan kepuasan pelanggan
terhadap suatu perusahaan.

Penelitian ini bertujuan untuk mengetahui pengaruh antara
Perceived Value dan E-Service Quality terhadap Customer Behavioral
Intention melalui Customer Satisfaction pada pelanggan Pengguna di
Surabaya. Penelitian ini menggunakan penelitian kausal. Teknik
pengambilan sampel menggunakan sampel random sampling dengan cara
purposive sampling. Sampel yang digunakan sebesar 150 responden
pengguna Gojek di Surabaya. Alat pengumpulan data yang digunakan
adalah kuesioner. Teknik analisis data yang digunakan adalah Structural
Equation Model dengan menggunakan program LISREL.

Hasil penelitian ini menyatakan bahwa Perceived Value
berpengaruh secara signifikan terhadap Customer Satisfaction, E-Service
Quality berpengaruh secara signifikan terhadap Customer Satisfaction,
Customer Satisfaction berpengaruh secara signifikan terhadap Customer
Behavioral Intention, Perceived Value tidak berpengaruh secara
signifikan terhadap Customer Behavior Intention, dan E-Service Quality
berpangaruh secara signifikan terhadap Customer Behavioral Intentions.

Kata Kunci: Perceived Value, E-service Quality, Customer
Satisfaction, Customer Behavioral Intentions
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ABSTRACT

In this modern era. Some companies adopt E-Service Quality
because customers prefer service that can be flexibly access so main
product function increased. So the companies should be able to fulfill
customers need to comply customer satisfaction to a companies.

This research aims to determine the influence of Perceived Value
and E-Service Quality to Customer Behavior Intention by Customer
Loyalty to Gojek users in Surabaya. This research uses causal research.
Sampling technique using simple random sampling by purposive
sampling. The sample used is 150 respondents Gojek users in Surabaya.
Data analysis technique used is Structural Equation Model by using
LISREL program.

The results of this study indicate that Percieve Value significantly
influence Customer Satisfaction, E-Service Quality significantly influence
on Customer Satisfaction, Customer Satisfaction significantly influence
on Customer Behavior Intention, and Perceived Value does not
significantly influence on Customer Behavior Intention, E-Service Quality
significantly influenced on Customer Behavior Intention.

Keywords: Perceived Value, E-service Quality, Customer Satisfaction,
Customer Behavioral Intentions
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