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Pengaruh E-trust Dan E-service quality Terhadap E-satisfaction (Studi Kasus 

Pada Pengguna E-commerce Shopee PayLater di JABODETABEK) 

Desiana Fitri Anggraini 

 

ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh e-trust dan e-service 

quality terhadap e-satisfaction pengguna Shopee PayLater di Jabodetabek. Metode 

yang digunakan pada penelitian ini adalah penelitian kuantitatif dengan pengumpulan 

data melalui penyebaran kuesioner secara online. Populasi pada penelitian ini adalah 

pengguna Shopee PayLater di wilayah Jabodetabek. Sampel yang dijadikan responden 

adalah pengguna yang memiliki dan menggunakan Shopee PayLater di Jabodetabek 

serta pernah menggunakan layanan Shopee PayLater dalam kurun waktu 3 bulan. 

Adapun total sampel yang diambil sebanyak 100 responden. Analisis yang digunakan 

dalam penelitian ini adalah uji t, uji f dan uji koefisien determinasi berganda. Hasil 

penelitian ini ditemukan bahwa e-trust berpengaruh positif dan signifikan terhadap e-

satisfaction pengguna Shopee PayLater di Jabodetabek. Kemudian terdapat e-service 

quality berpengaruh positif dan signifikan terhadap e-satisfaction pengguna Shopee 

PayLater di Jabodetabek. Ditemukan juga bahwa e-trust dan e-service quality secara 

bersama-sama memiliki pengaruh positif dan signifikan terhadap e-satisfaction 

pengguna Shopee PayLater di Jabodetabek. 

Kata kunci: E-trust, E-service quality, E-satisfaction 
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The Influence of E-trust and E-service quality on E-satisfaction (Case Study of 

Shopee PayLater E-commerce Users in JABODETABEK) 

Desiana Fitri Anggraini 

ABSTRACT 

This research aims to analyze the influence of e-trust and e-service quality on 

e-satisfaction of Shopee PayLater users in Jabodetabek. The method used in this 

research is quantitative research by collecting data through distributing questionnaires 

online. The population in this study were Shopee PayLater users in the Jabodetabek 

area. The samples used as respondents were users who owned and used Shopee 

PayLater in Jabodetabek and had used Shopee PayLater services within a period of 3 

months. The total sample taken was 100 respondents. The analysis used in this research 

is the t test, f test and multiple coeficient of determination test. The results of this 

research found that e-trust has a positive and significant effect on e-satisfaction of 

Shopee PayLater users in Jabodetabek. Then there is e-service quality which has a 

positive and significant effect on e-satisfaction of Shopee PayLater users in 

Jabodetabek. It was also found that e-trust and e-service quality together have a 

positive and significant influence on e-satisfaction of Shopee PayLater users in 

Jabodetabek. 

Keywords: E-trust, E-service quality, E-satisfaction 
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