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Abstrak

Keberadaan toko buku merupakan hal yang biasa di seluruh dunia,
begitu juga di indonesia, perkembangan zaman sekarang ini menuntut para
peritel untuk semakin berkembang, dan penggunaan internet pun semakin
banyak. Toko buku Gramedia merupakan salah satu toko buku utama dan
terbesar di kota Surabaya. Toko buku gramedia adalah salah satu dari para
peritel yang menggunakan teknologi internet didalam menjalankan
bisnisnya. Keberadaan toko buku Gramedia menjadi tujuan masyarakat
untuk mencari informasi pengetahuan. Toko buku ini juga dilengkapi
dengan toko stationery, barang—barang elektronik, tas sekolah, alat-alat
musik dan tentunya menunjang kebutuhan ilmu pengetahuan.
Perkembangan gaya hidup kaum muda saat ini telah menimbulkan
fenomena baru. Dengan didukung berkembangnya jaringan multimedia,
mereka menginginkan segala sesuatunya dapat diakses dengan cepat dan
mudah. Penelusuran dan pencarian informasi ilmu pengetahuan yang
dilakukan melalui browsing internet atau lebih dikenal dengan istilah
online, menjadi pilihan utama demi mendapatkan kepraktisan. Untuk
mengikuti kemajuan teknologi informasi dan mengikuti Kkeinginan
masyarakat yang menginginkan segala sesuatunya dapat diakses dengan
cepat dan mudah maka toko buku Gramedia mendirikan Gramedia online.
Agar loyalitas konsumen terjaga, maka toko buku Gramedia online perlu
memperhatikan e-service quality, dan customer satisfaction. Penelitian ini
bertujuan untuk mengetahui pengaruh e-service quality, dan customer
satisfaction terhadap customer loyalty toko buku Gramedia online di
Surabaya. Hasil analisis menunjukkan bahwa e-service quality dan
customer satisfaction secara simultan berpengaruh signifikan terhadap
customer loyalty toko buku Gramedia online di Surabaya.

Kata kunci : E-service Quality, customer satisfaction, customer loyalty.
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Analysis of E-service quality, Customer Satisfaction effect to Customer
Loyalty on Gramedia Online bookstore in Surabaya

Abstract

The existence of bookstores are common thrughout the world, as
well as in Indonesia, the development of today’s demanding retailers to
further develop, and use of the internet was growing. Gramedia book store
is one the main and the largest bookstore in the city of Surabaya. Gramedia
bookstore is one of the retailers that use internet technology in it’s business.
The existence of Gramedia bookstore into the public purpose for seeking
information knowledge. The bookstore is also equipped with a stationery
store, the electronic items, school bags, musical instruments and of course
support the needs of science. The development of the lifestyle of young
people today has created a new phenomenon. With the support of
multimedia network grows, they want things to be accessed quickly and
easily. Search information science which is done through internet browsing
or better known as online will become the primary choice because with
online we can do the activity becomes easier. To follow the progress of
information technology and follow the wishes of the people who want
things to be accessed quickly and easily, then Gramedia book store makes
Gramedia online bookstore. In order for maintain customer loyalty
Gramedia online bookstore need to consider the e-service quality and
customer satisfaction. This study aims to determine the effect of e-service
quality, and customer satisfaction to customer loyalty Gramedia online
bookstore in Surabaya. The results showed that e-service quality and
customer satisfaction simultaneously significant effect on customer loyalty
Gramedia online bookstore in Surabaya.

Keywords: E-service Quality, customer satisfaction, customer loyalty.
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