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Analisis Pengaruh Website Design, Reliability, Customer Service, dan 
Trust terhadap Online Shopping pada Toko Gramedia Online 

 
ABSTRAK 

 
Tujuan  dari penelitian ini adalah untuk menguji variabel 

independen yaitu website design, reliability, customer service, dan trust 
terhadap variabel dependen yaitu online shopping pada Toko Gramedia 
Online. Toko gramedia ini adalah salah satu  toko buku terbesar di Indonesia 
dan memiliki lebih dari 50 toko yang tersebar di Indonesia dan salah satu 
nya terletak di Surabaya. Toko ini menyediakan berbagai jenis buku 
pendidikan, majalah dan lainnya. Teknik analisis yang digunakan dalam 
penelitian ini adalah analisis linear berganda. Hasil penelitian ini 
menunjukkan bahwa website design, reliability, customer service, dan trust 
memiliki pengaruh yang positif terhadap online shopping yang terjadi pada 
Toko Gramedia Online. 

 
 

Kata kunci: website design, customer service, trust, online shopping,  
Toko Gramedia Online Surabaya. 
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The Influence of Website Design, Reliability, Customer Service, and Trust 
against Online Shopping On Online Store Gramedia 

 
ABSTRACT 

 
 The purpose of this study is to examine the effect of independent 
variable which are website design, reliability, customer service, and trust 
against dependent variable online shopping on online shop gramedia. This 
gramedia store is one the biggest store in Indonesia and one of them is 
located in Surabaya. Its provide a variety of education books, magazine etc. 
analytical techniques used in this study were multiple liniear regression 
analysis. The result showed that website design, reliability, customer 
service, and trust have a positive influence on online shopping that happens 
on online store gramedia. 
 
 
 
Keywords: Website Design, Customer Service, Trust, Online Shopping, 
Online store gramedia Surabaya. 
 


