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PENGARUH KUALITAS LAYANAN, KEPUASAN, DAN
KEPERCAYAAN TERHADAP LOYALITAS PELANGGAN MOTOR
DI TIMOR LESTE

Candido Gomes Cardoso

ABSTRAK

Masih minimnya penelitian tentang loyalitas pelanggan di sektor motor di negara
berkembang seperti Timor Leste membuka peluang untuk mengkaji peran kualitas layanan,
kepuasan, dan kepercayaan dalam membentuk loyalitas . Penelitian ini bertujuan untuk
menganalisis pengaruh kualitas layanan terhadap loyalitas pelanggan pada pengguna motor
di Timor Leste, dengan mempertimbangkan peran kepuasan dan kepercayaan sebagai
variabel mediasi. Kebaruan penelitian ini mengintegrasikan dua variabel mediasi sekaligus
kepuasan dan kepercayaan dalam satu model struktural, serta dilakukan di wilayah dan
sektor yang masih jarang diteliti dan hubungan antara kepuasan dan kepercayaan bersifat
negatif meskipun significant yaitu industri motor di Timor Leste. Pengumpulan data
dilakukan melalui kuesioner yang disebarkan kepada 140 responden. Data dianalisis
menggunakan model persamaan struktural (SEM) dengan software SMART PLSM 4. Hasil
penelitian menyatakan ke tujuh hipotesis yang diajukan diterima. Kualitas layanan
berpengaruh terhadap kepuasan. Kualitas layanan, kepuasan dan kepercayaan terbukti
memiliki pengaruh yang signifikan terhadap loyalitas. Kepuasan juga terbukti memediasi
pengaruh kualitas layanan terhadap loyalitas pelanggan. Kepercayaan juga terbukti
memediasi pengaruh kepuasan terhadap loyalitas pelanggan. Kontribusi Akademik
tingkatkan konsistensi kualitas layanan dengan standarisasi SOP lintas departemen,
pelatihan terintegrasi bagi seluruh staf, dan evaluasi rutin kinerja layanan. Langkah ini akan
menjaga pengalaman pelanggan, memperkuat kepuasan, dan meningkatkan loyalitas
jangka panjang. Kontribusi manajerial penelitian ini memperluas pemahaman peran
kepuasan dan kepercayaan sebagai mediator antara kualitas layanan dan loyalitas
pelanggan di negara berkembang. Selain itu, penelitian ini mengaplikasikan model
INDSERYV pada sektor distribusi motor di Timor Leste dan menjadi dasar bagi riset lanjutan
dalam strategi layanan B2C.

Kata kunci: Kualitas layanan, INDSERYV, kepuasan, kepercayaan, loyalitas pelanggan
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THE EFFECT OF SERVICE QUALITY, SATISFACTION, AND
TRUST ON MOTORCYCLE CUSTOMER LOYALTY IN TIMOR
LESTE

Candido Gomes Cardoso

ABSTRACT

The limited research on customer loyalty in the motorcycle sector in developing countries
such as Timor-Leste presents an opportunity to explore the role of service quality,
satisfaction, and trust in shaping loyalty. This study aims to analyze the influence of service
quality on customer loyalty among motorcycle users in Timor-Leste, considering the
mediating roles of satisfaction and trust. The novelty of this research lies in integrating two
mediating variables satisfaction and trust into a single structural model, conducted in a
region and sector that have been rarely studied. Interestingly, the relationship between
satisfaction and trust is negative, although significant, in the context of the motorcycle
industry in Timor-Leste. Data was collected through questionnaires distributed to 140
respondents and analyzed using structural equation modeling (SEM) with SMART PLSM 4
software. The results show that all seven proposed hypotheses were supported. Service
quality significantly influences satisfaction. Service quality, satisfaction, and trust all have a
significant effect on loyalty. Satisfaction mediates the effect of service quality on customer
loyalty, and trust mediates the effect of satisfaction on customer loyalty. Academic
Contribution: This research enhances the understanding of the roles of satisfaction and trust
as mediators between service quality and customer loyalty in developing countries. It also
applies the INDSERV model to the motorcycle distribution sector in Timor-Leste and lays a
foundation for future research in B2C service strategy development. Managerial
Contribution: Improve service quality consistency through standardized SOPs across
departments, integrated training for all staff, and routine service performance evaluations.
These efforts help maintain customer experience, strengthen satisfaction, and enhance long-
term loyalty.

Keyword: Service Quality, INDSERYV, Satisfaction, Trust, Customer Loyalty.
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