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Dampak E-Service Quality dan E-Customer Satisfaction Terhadap E-
Customer Loyalty Pengguna E-Commerce Shopee
Putri Shinta Dewi*

ABSTRAK

Tugas Penelitian ini berisikan adanya pengaruh dari variabel E-Service Quality
dengan E-Customer Loyalty, dan juga pengaruh dari E-Customer Satisfaction dengan
E-Customer Loyalty. Menggunakan dua uji hipotesis, yaitu Uji Parsial dan Uji
Koefisien Determinasi. Penelitian ini bersifat kuantitatif dengan pendekatan logistik
multinomial, data sampel diambil dengan menggunakan rumus Slovin. Hasil penelitian
menunjukan bahwa adanya pengaruh pada variabel X1 (E-Service Quality) melalui uji
parsial terhadap variabel Y (E-Customer Loyalty) dan terdapat pula variabel X2 (E-
Customer Satisfaction) yang tidak berpengaruh terhadap variabel Y (E-Customer
Loyalty). Penelitian ini menggunakan alat perhitungan IBM SPSS 25, dan
menggunakan Pre-Test Kuesioner dengan menunjukan hasil dari uji validitas dan
realibilitas yang menggunakan r-table 0,361 dan tingkat signifikan sebesar 5% atau
0,05. Data responden diambil dengan cara menyebarkan kuesioner melalui google form
yang diisi oleh konsumen yang sudah menggunakan Shopee. Populasi dari penelitian
ini meliputi dari berbagai kota, dan rentang usia dari 18-42 tahun.

Kata Kunci: E-Service Quality, E-Customer Satisfaction, E-Customer Loyalty
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Impact Of E-Service Quality and E-Customer Satisfaction on E-Customer
Loyalty E-Commerce Shopee Users
Putri Shinta Dewi
ABSTRACT
This study contains the influence of the E-Service Quality variable with E-Customer
Loyalty, and also the influence of E-Customer Satisfaction with E-Customer Loyalty.
Using two hypothesis tests, namely the Partial Test and the Coefficient of
Determination Test. This research is quantitative with a multinomial logistic approach,
sample data is taken using the Slovin formula. The results showed that there was an
influence on the X1 variable (E- Service Quality) through a partial test on the Y
variable (E-Customer Loyalty) and there was also a X2 variable (E- Customer
Satisfaction) which had no effect on the Y variable (E-Customer Loyalty). This study
uses the IBM SPSS 25 calculation tool, and uses a Pre-Test Questionnaire by showing
the results of the validity and reliability test using an r- table of 0.361 and a significant
level of 5% or 0.05. Respondent data was taken by distributing questionnaires through
a google form filled out by consumers who have used Shopee. The population of this

study includes from various cities, and the age range is from 18-42 years.

Keywords: E-Service Quality, E-Customer Satisfaction, E-Customer Loyalty
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