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E-TRUST  SEBAGAI VARIABEL ANTARA PADA                      

E-COMMERCE B2C  

 

Adityanata Nugraha Hasudungan
1
 

ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh e-quality terhadap e-

loyalty dengan e-trust sebagai variabel antara. Sampel yang digunakan dalam 

penelitian ini sebanyak 200 responden yang diambil dengan purposive sampling 

dari konsumen yang pernah melakukan belanja online sebanyak dua kali dalam 

kurun waktu satu tahun pada perusahaan e-commerce B2C. Data yang diperoleh 

merupakan data. Metode analisis yang digunakan adalah analisis regresi linier 

sederhana. Setelah melalui analisis faktor terbentuk dimensi baru yaitu Hasil 

penelitian ini menunjukan bahwa e-quality dan e-trust berpengaruh signifikan 

secara simultan terhadap terciptanya e-loyalty. Namun e-quality lebih cenderung 

berpengaruh langsung terhadap terciptanya e-loyalty. Pada penelitian ini telah 

dilakukan analisis uji per dimensi e-quality. Hasil dari uji tersebut adalah dimensi 

e-quality yaitu fulfillment, ease of use, responsiveness and personalization, dan 

assurance berpengaruh terhadap terciptanya e-trust. Sedangkan terbentuknya e-

loyalty melalui e-trust dipengaruhi oleh dimensi fulfillment. Dimensi 

responsiveness and personalization terbentuk setelah melalui analisis faktor. 
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THE EFFECT OF E-QUALITY ON E-LOYALTY WITH E-TRUST  

AS INTERVENING VARIABLE AT E-COMMERCE B2C  

 

Adityanata Nugraha Hasudungan
1
 

ABSTRACT 

 This study aims to analayze the effect of e-quality on e-loyalty with e-trust 

as intervining variale. The sample size in this study were 200 respondents chosen 

by purposive sampling of consumers who have ever shopped online more than two 

times within one year on the company's B2C e-commerce. The data obtained is 

primary data. The statistical analytical model used is simple linear regression. 

The results indicated that e-quality and e-trust simultaneously effect the creation 

of e-loyalty. However, e-quality is more likely to directly influence the creation of 

e-loyalty. Analysis on dimension of e-quality was employed. The result indicated 

that dimensions of quality, namely e-fulfillment, ease of use, responsiveness and 

personalization, and assurance influenced the creation of e-trust. While the 

formation of e-loyalty through e-trust is influenced by the dimensions of 

fulfillment. Dimensions of responsiveness and personalization formed after 

through factor analysis. 

 

 

Keywords: e-commerce B2C, e-quality, e-trust, e-loyalty, personalization 

 

 

 

 

 

                                                             
1 Student of Universitas Bakrie, Management Major 



    

    Universitas Bakrie 

ix 
 

DAFTAR ISI 

 
HALAMAN JUDUL……………………………………………………………….i 

HALAMAN PERNYATAAN ORISINALITAS .................................................. ii 

HALAMAN PENGESAHAN TUGAS AKHIR .................................................. iii 

KATA PENGANTAR ........................................................................................ iv 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI ............................ vi 

ABSTRAK ........................................................................................................ vii 

DAFTAR ISI ...................................................................................................... ix 

DAFTAR TABEL ............................................................................................. xii 

DAFTAR GAMBAR ........................................................................................ xiii 

DAFTAR LAMPIRAN ..................................................................................... xiv 

BAB I .................................................................. Error! Bookmark not defined. 

PENDAHULUAN ............................................... Error! Bookmark not defined. 

1.1. Latar Belakang Masalah......................... Error! Bookmark not defined. 

1.2. Fokus Penelitian .................................... Error! Bookmark not defined. 

1.3. Rumusan Masalah .................................. Error! Bookmark not defined. 

1.4. Tujuan Penelitian ................................... Error! Bookmark not defined. 

1.5. Manfaat Penelitian ................................. Error! Bookmark not defined. 

BAB II ................................................................. Error! Bookmark not defined. 

TINJAUAN PUSTAKA....................................... Error! Bookmark not defined. 

2.1.  Landasan Teori ......................................... Error! Bookmark not defined. 

2.1.1. E-Business, E-Marketing dan E-CommerceError! Bookmark not 

defined. 

2.1.2.  E-Loyalty ........................................... Error! Bookmark not defined. 

2.1.3.  E-Trust ............................................... Error! Bookmark not defined. 

2.1.4. E-Quality ........................................... Error! Bookmark not defined. 

2.1.4.1 Assurance.................................... Error! Bookmark not defined. 

2.1.4.2 Ease of Use ................................. Error! Bookmark not defined. 

2.1.4.3 E-Scape/ website design .................... Error! Bookmark not defined. 

2.1.4.4 Reponsiveness ............................. Error! Bookmark not defined. 



    

    Universitas Bakrie 

x 
 

2.1.4.5 Customization/personalization .......... Error! Bookmark not defined. 

2.1.4.6 Fulfillment ........................................ Error! Bookmark not defined. 

2.2. Penelitian Terdahulu .............................. Error! Bookmark not defined. 

2.3. Kerangka Konseptual dan Pengembangan HipotesisError! Bookmark 

not defined. 

BAB III................................................................ Error! Bookmark not defined. 

METODE PENELITIAN ..................................... Error! Bookmark not defined. 

3.1. Jenis Penelitian ...................................... Error! Bookmark not defined. 

3.2. Populasi dan Sampel .............................. Error! Bookmark not defined. 

3.2.1 Populasi .......................................... Error! Bookmark not defined. 

3.2.2. Sampel............................................ Error! Bookmark not defined. 

3.2.3. Teknik Pengambilan Sampel ........... Error! Bookmark not defined. 

3.3. Pengumpulan Data ................................. Error! Bookmark not defined. 

3.3.1. Sumber Data ................................... Error! Bookmark not defined. 

3.3.2. Metode Pengumpulan Data ............. Error! Bookmark not defined. 

3.4. Variabel Penelitian dan Pengukurannya . Error! Bookmark not defined. 

3.4.1. Variabel Penelitian ......................... Error! Bookmark not defined. 

3.4.2. Operasionalisasi Variabel dan Skala PengukuranError! Bookmark 

not defined. 

3.5. Uji Instrumen Penelitian ........................ Error! Bookmark not defined. 

3.5.1. Uji Validitas ................................... Error! Bookmark not defined. 

3.5.2. Uji Reliabilitas ................................ Error! Bookmark not defined. 

3.5.3. Uji Normalitas ................................ Error! Bookmark not defined. 

3.6. Analisis Faktor....................................... Error! Bookmark not defined. 

3.7. Teknik Analisis ...................................... Error! Bookmark not defined. 

3.7.1. Analisis Regresi Linear Sederhana .. Error! Bookmark not defined. 

BAB IV ............................................................... Error! Bookmark not defined. 

HASIL PENELITIAN DAN PEMBAHASAN ..... Error! Bookmark not defined. 

4.1. Pre-test Kuesioner ..................................... Error! Bookmark not defined. 

4.2. Karateristik Responden ............................. Error! Bookmark not defined. 

4.3. Uji Reliabilitas .......................................... Error! Bookmark not defined. 



    

    Universitas Bakrie 

xi 
 

4.4. Analisis Faktor .......................................... Error! Bookmark not defined. 

4.5. Uji Validitas .............................................. Error! Bookmark not defined. 

4.6. Uji Asumsi Klasik ..................................... Error! Bookmark not defined. 

4.6.1. Uji Normalitas .................................... Error! Bookmark not defined. 

4.6.2. Uji Heteroskedastisitas ....................... Error! Bookmark not defined. 

4.7. Uji Regresi Linear Sederhana .................... Error! Bookmark not defined. 

4.7.1. Uji Regresi Linear Serdehana E-quality Terhadap E-trust .......... Error! 

Bookmark not defined. 

4.7.2. Uji Regresi Linear Serderhana E-quality, E-trust Terhadap E-loyalty

..................................................................... Error! Bookmark not defined. 

4.7.3. Uji Regresi Liner Serderhana per DimensiError! Bookmark not 

defined. 

4.7.4. Analisis Jalur ...................................... Error! Bookmark not defined. 

4.8. Pembahasan .............................................. Error! Bookmark not defined. 

BAB V ................................................................. Error! Bookmark not defined. 

SIMPULAN DAN SARAN ................................. Error! Bookmark not defined. 

5.1. Simpulan ................................................... Error! Bookmark not defined. 

5.2. Saran ......................................................... Error! Bookmark not defined. 

5.2.1. Saran untuk Perusahaan e-commerce B2CError! Bookmark not 

defined. 

5.2.2. Saran untuk Penelitan Mendatang ....... Error! Bookmark not defined. 

DAFTAR PUSTAKA .......................................... Error! Bookmark not defined. 

LAMPIRAN ........................................................ Error! Bookmark not defined. 

 

 

 

 

 

 

 



    

    Universitas Bakrie 

xii 
 

 

 

 

DAFTAR TABEL 

Tabel 1.1. Penggunaan Internet Oleh Masyarakat Indonesia……………………...1 

Tabel 3.1. Operasional Variabel …………………………………………………32 

Tabel 3.2. Keterangan Simbol didalam Persamaan Regresi Serdehana………….36 

Tabel 4.1. Karakteristik Responden……………………………………………...38 

Tabel 4.2. Hasil Uji Reliabilitas (N= 30 Responden)………………….……...…40 

Tabel 4.3. Nilai CITC Variabel e-quality (N= 30 Responden)…………..………41 

Tabel 4.4. Nilai CITC Variabel e-trust (N= 30 Responden)………………..……41 

Tabel 4.5. Nilai CITC Variabel e-loyalty (N= 30 Responden)…………...……...42 

Tabel 4.6. Hasil Uji Reliabilitas (N= 200 Responden)……………………...…...42 

Tabel 4.7. Nilai CITC Variabel e-quality (N= 200 Responden)………...……….42 

Tabel 4.8. Nilai CITC Variabel e-trust (N= 200 Responden)……………...…….43 

Tabel 4.9. Nilai CITC Variabel e-loyalty (N= 200 Responden)……………...….43 

Tabel 4.10. Hasil Analisis Faktor Variabel e-quality……………..…...…………44 

Tabel 4.11. Hasil Analisis Faktor Variabel e-trsut……………………...……….49 

Tabel 4.12. Hasil Analisis Faktor Variabel e-loyalty…………...…….………….50 

Tabel 4.13. Hasil Uji Reliabilitas Setelah Analisis Faktor (N= 200 Responden)..50 

Tabel 4.14. Hasil Uji Pearson Correlation…………………………………….....51 

Tabel 4.15. Hasil Uji Regresi Linear Serderhana E-quality Terhadap E-trust...…55 

Tabel 4.16. Hasil Uji Regeresi Linear Sederhana E-quality, E-trust Terhadap        

E-loyalty…………………………………………………………….56 



    

    Universitas Bakrie 

xiii 
 

Tabel 4.17. Hasil Uji Regresi Linear Sederhana per Dimensi E-quality Terhadap  

E-trust……………………………...……………………………......56 

Tabel 4.18. Hasil Uji Regresi Linear Sederhana per Dimensi E-quality dan 

Variabel E-trust Terhadap  E-loyalty...…...................................…....57 

Tabel 4.19. Dekomposisi Variabel Terhadap Variabel e-loyalty…………...……60



    

    Universitas Bakrie 

xiii 
 

DAFTAR GAMBAR 

Gambar 1.1 Estimasi penjualan e-commerce di beberapa negara Asia……………4 

Gambar 2.1 Kerangka Konseptual……………………………………………….26 

Gambar 4.1 Hasil Uji Normalitas Model 1………………………………………52 

Gambar 4.2 Hasil Uji Normalitas Model 2………………………………………53 

Gambar 4.3 Hasil Uji Heteroskedastisitas Model 1……………………………...54 

Gambar 4.4 Hasil Uji Heteroskedastisitas Model 2………………...……………54 

Gambar 4.5 Koefisien Analisis Jalur…………………………………………….59 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



    

    Universitas Bakrie 

xiv 
 

DAFTAR LAMPIRAN 

Lampiran 1. Kuesioner Penelitian…………………………………………..……82 

Lampiran 2. Analisis Karateristik Responden………………………………..….86 

Lampiran 3. Hasil Uji Reliabilitas (N= 30 Responden)………….……………....91 

Lampiran 4. Hasil Uji Reliabilitas (N= 200 Responden)……………………….100 

Lampiran 5. Hasil Faktor Analisis…………………………………………...…109 

Lampiran 6. Hasil Uji Reliabilitas Setelah Analisis Faktor…………………….117 

Lampiran 7. Hasil Uji Pearson Correlation……………………………………..136 

Lampiran 8. Hasil Uji Regresi…………...……………………………………..137 

 


