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ABSTRAK

Penelitian kuantitatif ini bertujuan untuk menguji model kausal yang
diharapkan mampu menjelaskan e-service quality terhadap customer satisfaction
dan trust, serta dampaknya terhadap positive e-word of mouth. Untuk memastikan
akurasi data, metode pengambilan sampel menggunakan nonprobability sampling
dan purposive sampling. Dalam menguji hipotesis penelitian, data dikumpulkan
melalui penyebaran kuesioner online, sampel penelitian ini adalah konsumen
Lazada yang pernah berbelanja online dalam kurun waktu tiga bulan dengan ukuran
200 sampel. Metodologi ini dilakukan dengan menggunakan Structural Equation
Modeling (SEM), dan perangkat lunak AMOS 24. Hasil dari penelitian
menunjukkan bahwa e-service quality memiliki pengaruh yang signifikan dan
positif ternadap customer satisfaction dan trust, customer satisfacation memiliki
pengaruh yang positif dan signifikan terhadap positive e-Wom serta trust memiliki
pengaruh yang signifikan dan positif terhadap positive e-Wom. Melalui pengujian
ini diharapkan dapat memberikan pemahaman secara empiris berkaitan dengan
upaya yang harus dilakukan oleh pemasar untuk membangun positive e-word of
mouth.

Kata Kunci : Electronic Word-of-Mouth (e-WOM), Customer satisfaction,
Trust , Positive e-Wom, e-commerce
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THE EFFECT OF E-SERVICE QUALITY ON CUSTOMER
SATISFACTION AND TRUST, ALONG WITH ITS
IMPLICATION FOR POSITIVE ELECTRONIC WORD-OF-
MOUTH (E-WOM) IN E-COMMERCE LAZADA

Yani Kartika?

ABSTRACT

This quantitative research supposed to know the relationship between e-
service quality, customer satisfacation, trust and positive e-Wom on e-commerce
Lazada. Ensuring data accuracy, the sampling method use nonprobability sampling
and purposive sampling. To investigate the hypotheses of the research, data was
collected through distributing online questionnaire, The sample of this research is
consumers of Lazada who have online shopping for three month with sample size
of 200 samples. The methodology was conducted using Structural Equation
Modeling (SEM), and AMOS 24 software to perform factor analysis. The result of
this study showed that e-service quality have significantly and positively effect
toward customer satisfaction and trust, customer satisfaction have significantly
and positively effect toward positive e-Wom, and trust have significantly and
positively effect toward positive e-Wom. This examination is hoped to give empiric
understanding related to the effort done by the marketer to create positive e-wom.

Keywords : E-service quality, Customer Satisfaction, Trust,  Positive
Electronic Word-of-Mouth (e-WOM), e-Commerce
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