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ABSTRACT

This study aims to determine the effect of e-service quality and e-trust on e-
Loyalty through e-satisfaction as an intervening variable. This study uses data
collection methods by distributing questionnaires. The population and sample
used in this study were Shopee service users in the city of Padang totaling 80
respondents. The data analysis method in this research is SPSS. The hypothesis in
this study was tested using the path analysis method. From the test results, it can
be concluded that: 1) E-service quality has a positive and significant effect on
customer e-satisfaction at Shopee e-commerce in Padang City; 2) E-trust has a
positive and significant effect on customer e-satisfaction at Shopee e-commerce in
Padang City; 3) E-service quality has a positive and significant effect on customer
e-Loyalty at Shopee e-commerce in Padang City; 4) E-trust has a positive and
significant effect on customer e-Loyalty at Shopee e-commerce in Padang City, 5)
E-satisfaction has a positive and significant effect on customer e-Loyalty at
Shopee e-commerce in Padang City, 6) E-satisfaction mediates the relationship of
e-service quality to customer e-Loyalty at Shopee e-commerce in Padang City; 7)
E-satisfaction mediates e-trust relationships with e-Loyalty customers at Shopee
e-commerce in Padang City.
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ABSTRAK

Penelitian ini memiliki tujuan guna mengetahui pengaruh e-service quality serta e-
trust terhadap e-Loyalty melalui e-satisfaction selaku vraiabel intervening.
Penelitian ini memakai metode penghimpunan data dengan membagikan
kuesioner. Populasi serta sampel yang dipakai pada penelitian ini yakni pengguna
jasa Shopee di Kota Padang dengan total sebesar 80 responden. Metode analisa
data pada penelitian ini yakni SPSS. Hipotesis pada penelitian ini diuji dengan
memakai metode path analisis. Dari hasil pengujian dapat disimpulkan
bahwasanyasanya: 1) E-service quality berpengaruh positif serta signifikan
terhadap e-satisfaction pelanggan pada e-commerce Shopee di Kota Padang; 2) E-
trust berpengaruh positif serta signifikan terhadap e-satisfaction pelanggan pada
e-commerce Shopee di Kota Padang; 3) E-service quality berpengaruh positif
serta signifikan terhadap e-Loyalty pelanggan pada e-commerce Shopee di Kota
Padang; 4) E-trust berpengaruh positif serta signifikan terhadap e-Loyalty
pelanggan pada e-commerce Shopee di Kota Padang; 5) FE-satisfaction
berpengaruh positif serta signifikan terhadap e-Loyalty pelanggan pada e-
commerce Shopee di Kota Padang; 6) E-satisfaction memediasi hubungan e-
service quality terhadap e-Loyalty pelanggan pada e-commerce Shopee di Kota
Padang; 7) E-satisfaction memediasi hubungan e-trust terhadap e-Loyalty
pelanggan pada e-commerce Shopee di Kota Padang.

Kata Kunci: E- Service Quality Dan E- Trust, E-Loyalty dan E-satisfaction
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