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Abstrak

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh e-service
quality dan Website Design terhadap customer loyalty dimediasi oleh e-trust pada
pelanggan Lazada di Kota Padang. Populasinya pada penelitian ini adalah seluruh
pelanggan Lazada di Kota Padang. Metode pengambilan sampel yang digunakan
adalah purposive sampling. Pengumpulan data penelitian dilakukan dengan
menyebarkan kuesioner kepada 80 responden. Pengolahan dan analisis data
dilakukan dengan menggunakan SmartPLS.

Hasil penelitian menunjukkan bahwa e-service quality media tidak
berpengaruh signifikan terhadap customer loyalty, Website Design dan e-trust
berpengaruh signifikan terhadap customer loyalty, e-service quality dan Website
Design berpengaruh signifikan terhadap e-trust dan e-trust berperan sebagai
mediasi antara e-service quality dan Website Design dan terhadap customer
loyalty.

Kata kunci: E-Service Quality, Website Design, E-Trust, Customer loyalty

Abstract

This study aims to examine and analyze the effect of e-service quality and website
design on customer loyalty mediated by e-trust to Lazada customers in Padang
City. The population in this study were Lazada customers in the city of Padang.
The sampling method used was purposive sampling. Research data collection was
carried out by distributing questionnaires to 150 respondents. Processing and data
analysis was done using SmartPLS.

The results showed that e-service quality media had no significant effect on
customer loyalty, website design and e-trust had a significant effect on customer
loyalty, e-service quality and website design had a significant effect on e-trust and
e-trust acted as mediation between e-service quality and website design and on
customer loyalty.

Kata kunci: E-Service Quality, Website Design, E-Trust, Customer Loyalty
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