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ABSTRAK

Penelitian ini bertujuan untuk mengetahui adanya bukti empiris yang menyatakan
bahwa e-service quality KAl Access memberikan pengaruh secara signifikan
terhadap kepuasan dan loyalitas pelanggan. Pendekatan penelitian yang digunakan
adalah pendekatan kuantitatif dengan melakukan observasi terhadap 152 responden
pengguna aplikasi KAl Access di DAOP VIII Surabaya. Analisis data dilakukan
dengan korelasi, regresi linear sederhana, determinasi, dan uji hipotesis (uji t). Hasil
dari pengolahan data menunjukkan bahwa e-service quality terhadap kepuasan
pelanggan memiliki nilai probabilitas < 0,05, demikian juga e-service quality
terhadap loyalitas pelanggan memiliki nilai probabilitas < 0,05, sehingga dapat
disimpulkan bahwa e-service quality memberikan pengaruh terhadap kepuasan dan
loyalitas pelanggan. Batasan pada penelitian ini yaitu lokasi penelitian yang berada
di DAOP VIII Surabaya, sehingga hasil penelitian belum bisa digeneralisasikan ke
wilayah lainnya. Penelitian ini diharapkan dapat memberikan wawasan terkait e-
service quality KAI Access terhadap kepuasan dan loyalitas pelanggan serta
berguna bagi pihak manajerial sebagai pedoman untuk meningkatkan kinerja e-

service quality KAl Access.

Kata kunci: e-service quality, kepuasan, loyalitas, KAI Access, aplikasi
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ABSTRACT

This study aims to find out the empirical evidence that kai access e-service quality
has a significant influence on customer satisfaction and loyalty. The research
approach used is a quantitative approach by observing 152 respondents of KAI
Access application users at DAOP VIII Surabaya. Data analysis is performed with
correlation, simple linear regression, determination, and hypothesis test (test t).
The results of data processing show that e-service quality to customer satisfaction
has a probability value of < 0.05, as well as e-service quality to customer loyalty
has a probability value of < 0.05, so it can be concluded that e-service quality has
an influence on customer satisfaction and loyalty. The limitations on this study are
the research location located in DAOP VIII Surabaya, so that the results of the
study cannot be generalized to other regions. This research is expected to provide
insights related to KAI Access e-service gquality to customer satisfaction and loyalty
and be useful for managerial parties as a guideline to improve KAI Access's e-

service quality performance.

Keywords: e-service quality, satisfaction, loyalty, KAl Access, application
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