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ABSTRACT 

 

 

THE IMPACT OF E-SERVICE QUALITY, SATISFACTION, AND TRUST ON LOYALTY: A 

TRAVELOKA USERS OF BALI ZOO TOURS    

 

 

 

By 

 

 

I Wayan Raditya Kent Putra 

Dr. Munawaroh Zainal, S.E. M.M. advisor 

 

 

SWISS GERMAN UNIVERSITY 

 

This study explores the relationship between e-service quality, customer satisfaction, trust, and loyalty 

among users of the Traveloka platform in booking Bali Zoo tours. Utilizing a quantitative approach with 

a sample size of 300 respondents, the research examines how e-service quality influences customer 

satisfaction and trust, ultimately driving loyalty. Key findings indicate that high-quality e-services 

characterized by user-friendly interfaces, efficient processes, and reliable support significantly enhance 

customer satisfaction. Trust, as a mediating factor, reinforces the relationship between satisfaction and 

loyalty, highlighting its critical role in retaining customers in competitive e-commerce environments. The 

study provides actionable insights for Traveloka and similar platforms to optimize digital service quality, 

foster trust, and boost customer loyalty, particularly in the tourism sector. These findings also benefit Bali 

Zoo and other attractions by demonstrating the impact of digital platforms on visitor engagement and 

loyalty. 
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