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ABSTRAK

Traveloka Online telah menerapkan sitem pemasaran melalui jaringan
internet dengan kemudahan akses dan informasi yang detail mengenai seluruh
kebutuhan konsumen akan tiket perjalanan kereta api, pesawat, reservasi hotel,
dan perjalanan wisata. Tujuan penelitian ini adalah untuk mengetahui mengetahui
pengaruh kualitas layanan terhadap kepuasan konsumen; pengaruh kepuasan
konsumen terhadap niat pembelian ulang oleh konsumen; dan pengaruh kepuasan
konsumen terhadap word of mouth.

Penelitian ini merupakan penelitian empiris dengan mengambil sampel
seluruh konsumen Traveloka Online di Yogyakarta. Data survey dianalisis secara
statistik menggunakan metode deskriptif dan Structural Equation Modeling
(SEM) dengan bantuan program komputer AMOS v22.

Hasil penelitian menunjukkan bahwa kualitas layanan (Service Quality,
SQ) memiliki pengaruh positif signifikan terhadap kepuasan konsumen (Customer
Satisfaction,CS); kepuasan konsumen (Customer Satisfaction,CS) memiliki
pengaruh positif signifikan terhadap word of mouth; kepuasan konsumen
(Customer Satisfaction,CS) memiliki pengaruh positif signifikan terhadap minat
pembelian ulang pada konsumen (repurchases intention).Pengaruh terbesar terjadi
pada pengaruh kualitas layanan (Service Quality,SQ) terhadap kepuasan
konsumen (Customer Satisfaction,CS), dan pengaruh terkecil terjadi pada
pengaruh kepuasan konsumen (Customer Satisfaction,CS) terhadap word of
mouth.

Kata kunci: kualitas layanan, kepuasan konsumen, word of mouth, repurchases
intention
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ABSTRACT

Traveloka Online has implemented a marketing system through the
Internet with ease of access and detailed information on all consumer needs for
rail travel tickets, plane, hotel reservations and travel. The purpose of this study
was to determine determine the effect of service quality on customer satisfaction;
the effect of customer satisfaction with the intention of repurchasing by the
consumer; and the effect of customer satisfaction on word of mouth.

This research is an empirical study by taking samples of all consumers
Traveloka Online in Yogyakarta. Survey data were statistically analyzed using
descriptive methods and Structural Equation Modeling (SEM) with the aid of a
computer program AMOS v22.

The results showed that the service quality has a significant positive effect
on customer satisfaction; customer satisfaction have a significant positive effect
on word of mouth; customer satisfaction have a significant positive effect on
(repurchases intention. The greatest influence occurred on the effect of service
quality on customer satisfaction and the smallest effect occurs on the influence of
customer satisfaction to word of mouth.

Keywords: service quality, customer satisfaction, word of mouth, repurchases
intention
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