Pengaruh E-service Quality dan Net Oriented Lifestyle
terhadap E-satisfaction dan E-loyalty
(Studi pada Pelanggan E-ficketing di Kota Balikpapan)

Hendika SL
Sekolah Tinggi [lmu Ekonomi Balikpapan
M. S. Idrus
Surachman
Agus Suman
Fakultas Ekonomi Universitas Brawijaya, Malang

Abstract: This study aims at examining the relationship between e-Service Quality and Nel Oriented Lifestvle,
and their influences toward e-Satisfaction and e-Lovalty in airlines e-ticketing setting context. In addition,
the contribution of six dimensions inmvolving usability, information quality, navigation, enjoyment, process,
and privacy toward e-Service Quality is investigated as well The empirical data were collected from 195
respondens with Net Oriented Lifestvle through their opinions about airlines e-ticketing experience. The
Jindings of this study through Structural Equation Modeling analysis, indicale that: (1) the contribution of
six dimensions covering usabilily, information gualily, navigation, enjoyment, process, and privacy toward
e-Service Quality is positive and very significant, (2) the correlation or the relationship of e-Service Qual-
ity and Net Oriented Lifestyle is positive and very significant, (3) the influence of e-Service Quality toward
e-Satisfaction is positive and very significant, (4) the influence of e-Service Quality toward e-Loyally is
positive and significant, (3) the influence of Net Oriented Lifestyle toward e-Satisfaction is positive and
very significant, (6) the influence of Nei Oriented Lifesiyle toward e-Lovally is positive and significani, and
(7) the influence of e-Satisfaction toward e-Loyally is positive and very significant. Finally, concluded that
all hypothesis of this study are scientifically confirmed.
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Model Service Quality diperkenalkan oleh
Parasuraman, Zeithaml dan Berry (1985) dan
Parasuraman, ef al. (1988) dalam Tjiptono, ef al.,
(2004) dengan 5 dimensinya yang terkenal, yaitu:
Reliability, Assurance, Empathy, Responsiveness,
Tangible.

Akan tetapa seiring dengan perkembangan tekno-
logi informasi dan komunikasi, serta perkembangan
pemasaran jasa melalui media elektronik (e-Service
Quality), telah mengalami penyempurnaan dan
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redefinisi. Zeithalm. Parasuraman dan Malhotra
(2000) untuk pertama kali men delinisikan e-Service
Quality (e-SQ). Sedangkan Zeithalm, e al. (2002)
yang telah mengkaji berbagai literatur peneli- tian
berhasil mengidentifikas: kriteria penyaluran jasa
melalui website (e-5Q), vaitu: information availa-
hility and content, usability or ease of use, privacy
and security, graphic style, fulfillment | reliability.
Parasuraman, Zeithaml dan Malhotra (2005) juga
mengembangkan skala E-S-OUAL untuk mengukur
e-Service Quality, dan menghasilkan 7 (tujuh) dimensi
e-service quality yaitu: efficiency, reliability,
Julfillment, privacy, responsiveness, compensation,
dan contact. Empat dimensi (gfficiency, reliability,
Sudfillment, dan privacy) membentuk skala inti 2-S-
QUAL, kemudian 3 dimensi (responsiveness,
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