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PENGARUH PENGALAMAN BELANJA ONLINE, KEPUASAN 

PELANGGAN ADJUSTED EXPECTATIONS, TERHADAP 

 NIAT PEMBELIAN ULANG PADA  

LAZADA.CO.ID 

 

ABSTRAK  

Dalam era globalisasi sekarang ini teknologi dan internet mengubah 

perilaku manusia dalam melakukan kegiatan dengan cara online. Salah satu 

kegiatan online yang sedang berkembang adalah online shop. Toko online 

perlu memahami faktor-faktor penentu niat membeli ulang bagi toko online, 

menyebabkan persaingan tinggi dan lingkungan bisnis berubah dengan cepat. 

Penelitian tersebut merupakan penelitian kasual yang bertujuan untuk 

mengetahui hubungan pengalaman belanja online, kepuasan pelanggan, 

adjusted expectations, dan niat pembelian ulang. Populasi penelitian ini 

adalah semua orang yang pernah melakukan transaksi online dan jumlah 

sampel penelitian ini adalah 160 responden yang disebar melalui goggle 

form. Penelitian ini menggunakan teknik analisis SEM dengan bantuan Lisrel 

8.70 

Hasil Penelitian ini menunjukkan bahwa pengalaman belanja online 

berpengaruh positif terhadap kepuasan pelanggan, pengalaman belanja 

online berpengaruh positif terhadap adjusted expectations, kepuasan 

pelanggan berpengaruh positif terhadap adjusted expectations, kepuasan 

pelanggan berpengaruh positif terhadap niat pembelian ulang, adjusted 

expectations berpengatuh negatif terhadap niat pembelian ulang, pengalaman 

belanja online berpengaruh negatif terhadap adjusted expectations melalui 

kepuasan pelanggan, pengalaman belanja online berpengaruh negatif 

terhadap niat pembelian ulang melalui kepuasan pelanggan  

 

Kata Kunci: Pengalaman Belanja Online, Kepuasan Pelanggan,  

                     Adjusted Expectations, Niat Pembelian Ulang  

 

 

 

 

 

 

 

 

 

 



xiv 
 

EFFECT OF ONLINE SHOPPING EXPERIENCE, CUSTOMER 

SATISFACTION, ADJUSTED EXPECTATIONS TO  

REPURCHASE INTENTION AT  

LAZADA.CO.ID 

 

ABSTRACT 

In today's era of globalization technology and the internet change human 

behavior in doing activities online. One of the online activities that are 

developing is an online shop. Online stores need to understand the 

determinants of repurchase intentions for online stores, leading to high 

competition and a rapidly changing business environment. The study is a 

casual study that aims to determine the relationship of online shopping 

experience, customer satisfaction, adjusted expectations, and repurchase 

intentions. The population of this study are all people who have done online 

transactions and the number of samples of this study were 160 respondents 

who spread through goggle form. This study uses SEM analysis technique 

with the help of Lisrel 8.70 

The results of this study indicate that online shopping experience has a 

positive effect on customer satisfaction, online shopping experience has a 

positive effect on adjusted expectations, customer satisfaction has a positive 

effect on adjusted expectations, customer satisfaction has a positive effect on 

repurchase intention, adjusted expectations fall negatively to repurchase 

intention, online shopping negatively effects adjusted expectations through 

customer satisfaction, online shopping experience negatively effects 

repurchase intention through customer satisfaction 

 

Keywords: Online Shopping Experience, Customer Satisfaction, Adjusted  

                  Expectations, Repurchase Intentions 

 

 

 

 


