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Pengaruh Electronic  Service  Quality Terhadap Customer Loyalty 

Melalui Customer Satisfaction Pada Online Retailers: Studi Pada 

Bukalapak.com 

 

 

ABSTRAK 

Electronic service quality (E-S-Qual) dapat dievaluasi berdasarkan 

empat dimensi, yaitu: efficiency, system availability, fulfillment, dan 

privacy. Keempat dimensi E-S-Qual tersebut memiliki peranan penting 

dalam bisnis online dimana pelanggan menginginkan layanan yang prima 

ketika melakukan transaksi pada bisnis online retailers. Karena itu E-S-

Qual dapat menciptakan persepsi atau penilaian para pelanggan terhadap 

kualitas layanan yang diberikan oleh peritel online berdasarkan pengalaman 

ketika mereka berbelanja secara online. Dengan demikian E-S-Qual 

merupakan aspek terpenting yang harus diperhatikan oleh peritel online 

karena dapat mempengaruhi tingkat kepuasan pelanggan secara langsung. 

Dengan meningkatnya kepuasan pelanggan, peritel online juga harus 

memperhatikan loyalitas pelanggan, karena pada saat pelanggan merasa 

puas dengan kualitas layanan yang diberikan, maka akan ada 

kecenderungan pelanggan melakukan pembelian kembali pada peritel 

online tersebut.  

Penelitian ini bertujuan untuk menguji pengaruh efficiency, system 

availability, fulfillment, privacy terhadap customer loyalty melalui customer 

satisfaction pada Bukalapak. Sampel yang digunakan sebanyak 150 

responden. Penelitian ini menggunakan teknik analisis SEM dengan 

bantuan program LISREL 8.70. Hasil penelitian menunjukkan bahwa 

efficiency, system availability, fulfillment, dan privacy memiliki pengaruh 

positif terhadap customer satisfaction. Kemudian customer satisfaction juga 

memiliki pengaruh yang positif terhadap customer loyalty. 

 

Kata Kunci: Efficiency, System Availability, Fulfillment, Privacy, 

Customer Satisfaction, dan Customer Loyalty 
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The Effect of Electronic Service Quality on Customer Loyalty Through 

Customer Satisfaction at Online Retailers: Study on Bukalapak.com 

 

 

ABSTRACT 

Electronic service quality (E-S-Qual) can be evaluated based on it’s 

four dimensions, namely: efficiency, system availability, fulfillment, and 

privacy. The four dimensions of E-S-Qual have an important role in online 

retailers business where customer want a excellent service in online 

business transactions. Because of that E-S-Qual could create a perception 

or evaluation by customer to the service quality by online retailers based on 

their online shopping experience. Thus E-S-Qual is the most important 

aspect to be considered by online retailers because it can affect the level of 

customer satisfaction directly. With the increase of customer satisfaction, 

online retailers must also pay attention to customer loyalty, because when 

customer feel satisfied with the quality of services they provide, then there 

will be a tendency of customer to repurchase at the online retailers. 

This study aims to examine the effect of efficiency, system 

availability, fulfillment, and privacy on customer loyalty at Bukalapak 

through customer satisfaction. The sample used was 150 respondents. This 

study uses SEM technique aided by LISREL 8.70 program. The results show 

that efficiency, system availability, fulfillment, and privacy have positive 

effect on customer satisfaction. Besides, it is also found that customer 

satisfaction has a positive effect on customer loyalty. 

 

Keywords: Efficiency, System Availability, Fulfillment, Privacy, Customer 

Satisfaction, and Customer Loyalty 

 

 

 


