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ANALISIS PENGARUH FAKTOR-FAKTOR E-LEARNING
SERVICE QUALITY TERHADAP STUDENT PERCEIVED
VALUE DAN STUDENT SATISFACTION, DENGAN

IMPLIKASI TERHADAP STUDENT LOYALTY
(Felix)

ABSTRAK

Pandemi COVID-19 yang terjadi telah merubah proses pembelajaran yang
sebelumnya dilakukan secara konvensional dengan tatap muka menjadi suatu
kegiatan pembelajaran yang dilakukan secara online (e-learning). E-Learning yang
dilakukan memiliki beberapa manfaat, tetapi jJuga menimbulkan beberapa tantangan
yang perlu dihadapi. Survei awal telah dilakukan untuk mengetahui persepsi peserta
didik mengenai e-learning dan hasilnya menunjukkan bahwa terdapat
permasalahan yang dihadapi oleh peserta didik dalam menjalankan e-learning,
terutama terhadap student loyalty. Penelitian sebelumnya menyatakan bahwa
terhadap hubungan antara e-learning service quality terhadap student satisfaction
dan student loyalty. Penelitian ini memfokuskan terhadap pengaruh dari faktor-
faktor e-learning service quality terhadap student perceived value dan student
satisfaction, serta pada akhirnya dalam mempengaruhi student loyalty. Penelitian
dilakukan dengan pendekatan kuantitatif terhadap 309 peserta didik program
sarjana strata satu pada 6 universitas di Tangerang yang diambil secara judgement
sampling. Analisis data dilakukan dengan SEM-PLS menunjukkan bahwa terdapat
hubungan yang positif dan signifikan pada variabel-variabel tersebut. Hasil
penelitian menunjukkan saran-saran yang bermanfaat bagi institusi pendidikan dan
pengajar dalam meningkatkan kualitas dari e-learning. Implikasi dari penelitian ini
adalah peningkatan faktor-faktor kualitas layanan e-learning akan menciptakan
persepsi nilai dari peserta didik terhadap universitas, serta memunculkan rasa puas
dari peserta didik akibat pengalaman yang diterima selama menjalankan proses
pembelajaran e-learning, dan pada akhirnya akan meningkatkan loyalitas peserta
didik terhadap universitas.

Kata kunci: E-Learning, Service Quality, Perceived Value, Satisfaction,
Loyalty
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ANALYSIS OF THE INFLUENCE OF E-LEARNING SERVICE
QUALITY FACTORS ON STUDENT PERCEIVED VALUE AND
STUDENT SATISFACTION, WITH IMPLICATION TO

STUDENT LOYALTY
(Felix)

ABSTRACT (English)

The COVID-19 pandemic that occurred has changed the learning process that was
previously carried out conventionally with face to face into an online learning
activity (e-learning). E-Learning has several benefits, but it also has some
challenges that need to be addressed. Preliminary survey has been conducted to
determine students' perceptions of e-learning and the results showed that there
were problems faced by students in implementing e-learning, especially to student
loyalty. Previous research stated that there was influence between e-learning
service quality on student satisfaction and student loyalty. This research focuses on
the influence of e-learning service quality factors on student perceived value and
student satisfaction, and ultimately in influencing student loyalty. This research was
conducted using a quantitative approach to 309 undergraduate students at 6
universities in Tangerang, which were taken by judgment sampling. Data analyzed
by SEM-PLS showed that there was a positive and significant relationship between
these variables. There were some useful suggestions for educational institutions
and teachers in improving the quality of e-learning. The implication of this research
is that increasing the factors of e-learning service quality will create students
perceived value towards the university, as well as create a feeling of satisfaction
from students due to the experience received during the e-learning process, and it
will increase students’ loyalty towards university.

Keywords: E-Learning, Service Quality, Perceived Value, Satisfaction,
Loyalty
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