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ABSTRAK

Penelitian ini bertujuan untuk mengetahui Pengaruh E-Service Quality Terhadap E-
Loyalty Melalui E-Satisfaction (Studi Kasus Pada Pengguna Shopee Di Kecamatan
Tambun Selatan). Penelitian in imenggunakan data berupa data primer yang
diperoleh dari penyebaran kuesioner. Jumlah kuesioner sebanyak 100 responden
yang merupakan orang yang pernah bertransaksi di e-commerce Shopee minimal 3
kali dalam 3 bulan terakhir yang bertempat tinggal di kecamatan Tambun Selatan.
Teknik sampel yang digunakan adalah non probability sampling dan cara
pengambilan sampelnya dengan menggunakan purposive sampling dengan tingkat
sig 0,05. Alat analisis yang digunakamadalah Path Analysis. Uji F, Uji T, dan Uji
analisis koefisien (R?) dilakukan.s€bagal petsyaratan statistik yang harus dipenuhi
dalam melakukan analisis/Path Analysis dan diotahh menggunakan SPSS 26. Hasil
penelitian menunjukan fasil penelitian menunjukkan bahwa (1)e-service quality
berpengaruh positifdan signifikan terhadap-e-satisfaction,(2) e-service quality
tidak berpengafuh signifikan. fterhadap ‘e*lgyalty;(3) e-satisfaction berpengaruh
positif dan ,Signifikan <texhadap e-loyalty,»dan7 (4), bahwa, e-service quality
berpengaruh positif/danysignifikan terhadap e-loyalty) melalui exsatisfaction. Hal
tersebut 'dilihat_dari nilai t 8,382 yang lebih besar‘dari T tabel (e/Service quality
terhadap ‘e-satisfaction), nilai t'1,661 lebih kecil dari T tabel (e-service quality
terhadap e-loyalty) dan nilai t 7,613, yang lebih besar dari T tabel (terhadap e-
satisfaction terhiadap e-foyalty). Untuk-pengujian-pengarulrvariabel perantara e-
satisfaction dipetoleh \dari’hubungan korelasi yang kuat sebesar/0,646 antara e-
service quakity dan e-satisfaction terahadap e-loyalty'dan pengarth tidak langsung
yang signifikan sebeSar 9,425 lebih besar dari pengaftih/langsung langsung yang
tidak signifikan. Hasilktersebut menunjukan babwa. e*satiscation sebagai variabel
endogenous perantara‘memilikisaubungan.yang-signifikan:

Kata Kunci: E-Service QualityyE-Satisfactien; E-loyalty



ABSTRACT

This study aims to know the effect of E-Service Quality on E-Loyalty Through E-
Satisfaction. (The Case Study on Consumer of Shopee at Sub-District of South
Tambun). This research used primary data which obtained from spreading out
questionnaires. The number of questionnaires was 100 respondents who have used
services e-commerce Shopee at least 3 times in the last 3 months for them in
residing at Sub-District of South Tambun. The sample technique which used is non-
probability sampling and the method of sampling used purposive sampling in level
sinificant 0,05. The analytical tool which used is Path Analysis. F test, T test, and
coefficient analysis test (R?) are carpiedhut as statistical requirements that must be
fulfilled in conducting path analySis and thenthey organized by application of SPSS
26. The results showed that (1)e-service quality effécted positively and significantly
on e-satisfaction,(2) e-service quality-didn.t effected\positively and significantly e-
loyalty,(3) e-satisfactioneffeCtedipositively dansignificantly on e-loyalty, and (4)
e-service quality effectéd positivelysdan- significantly on ‘e-loyalty through e-
satisfaction #This ceuld be neticed from the T value 8,382 bigger than The T table
(e-serviee'quality on e-satisfaction), The T value 1,661 smaller than<Fhe T table (e-
service quality-en e-loyalty) and-The T.Value 7,613 bigger than The T table
(terhadap, e-satisfaction terhadap.-e:loyalty). For the test of effect on mediator
variable of e-satisfaction was obtained/by the‘strong correlation 0,646 between e-
service quality jand 'e-satisfaction/on *e<loyalty and the indirect effect was
significantly 0,425 bigger than the-direct; effect \wasn't significantly. The result
showed that“e-satiscation-was.successiul-as-the.meghator yariable had significant
relation.
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