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ABSTRACT
THE EFFECT OF E-SERVICE QUALITY, PRICE PERCEPTION, AND SALES
PROMOTION ON CUSTOMER LOYALTY THROUGH CUSTOMER
SATISFACTION IN THE COFFEE SHOP BUY COFFEE IN TAMAN DISTRICT,
SIDOARJO

This study aims to determine whether: 1) e-service quality has an effect on
customer loyalty. 2) price perception affects customer loyalty, 3) sales promotion
affects customer loyalty, 4) customer satisfaction moderates the effect of e-service
quality on customer loyalty, 5) customer satisfaction moderates the effect of price
perception on customer loyalty, 6) customer satisfaction moderates the effect sales
promotion on customer loyalty at the Coffee Shop Buy Coffee in Taman District,
Sidoarjo. The population in this study were all consumers or customers of the Coffee
Shop Buy Coffee. The sampling technique used was purposive sampling, data was
obtained by distributing questionnaires to 100 respondents. Data analysis technique
in this research is partial least square using Warps PLS 7.0 application. The results
of this study indicate that: 1) e-service quality has an effect on customer loyalty. 2)
price perception has no effect on customer loyalty, 3) sales promotion has no effect
on customer loyalty, 4) customer satisfaction moderates (weakens) the effect of e-
service quality on customer loyalty, 5) customer satisfaction does not moderate the
effect of price perception on customer loyalty, 6 ) customer satisfaction does not
moderate the effect of sales promotion on customer loyalty at the Coffee Shop Buy
Coffee in Taman District, Sidoarjo.

Keywords: e-service quality, price perception, sales promotion, customer

satisfaction, and customer loyalty.



ABSTRAK
PENGARUH E-SERVICE QUALITY, PERSEPSI HARGA, DAN PROMOSI
PENJUALAN TERHADAP LOYALITAS PELANGGAN MELALUI KEPUASAN
PELANGGAN PADA COFFE SHOP BELI KOPI DI KECAMATAN TAMAN,
SIDOARJO

Penelitian ini bertujuan untuk mengetahui apakah : 1) e — service quality
berpengaruh terhadap loyalitas pelanggan. 2) persepsi harga berpengaruh terhadap
loyalitas pelanggan, 3) promosi penjualan berpengaruh terhadap loyalitas pelanggan,
4) kepuasan pelanggan memoderasi pengaruh e — service quality terhadap loyalitas
pelanggan, 5) kepuasan pelanggan memoderasi pengaruh persepsi harga terhadap
loyalitas pelanggan, 6) kepuasan pelanggan memoderasi pengaruh promosi
penjualan terhadap loyalitas pelanggan pada Coffe Shop Beli Kopi di Kecamatan
Taman, Sidoarjo. Populasi dalam penelitian ini adalah seluruh konsumen atau
pelanggan Coffe Shop Beli Kopi. Teknik pengambilan sampel menggunakan
purposive sampling, data diperoleh dengan membagikan kuesioner kepada 100
respoden. Teknik analisis data dalam penelitian ini adalah partial least square
menggunakan aplikasi Warps PLS 7.0. Hasil penelitian ini menunjukkan bahwa : 1)
e — service quality berpengaruh terhadap loyalitas pelanggan. 2) persepsi harga tidak
berpengaruh terhadap loyalitas pelanggan, 3) promosi penjualan berpengaruh
terhadap loyalitas pelanggan, 4) kepuasan pelanggan memoderasi (memperlemah)
pengaruh e — service quality terhadap loyalitas pelanggan, 5) kepuasan pelanggan
tidak memoderasi pengaruh persepsi harga terhadap loyalitas pelanggan, 6)
kepuasan pelanggan tidak memoderasi pengaruh promosi penjualan terhadap

loyalitas pelanggan pada Coffe Shop Beli Kopi di Kecamatan Taman, Sidoarjo.

Kata kunci : e — service quality, persepsi harga, promosi penjualan, kepuasan

pelanggan, dan loyalitas pelanggan.
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