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ABSTRAK

Penelitian ini bertujuan untuk menganalisis empat faktor
penentu belanja online (website image, online routine, website
knowledge, dan innovativeness) terhadap e-customer satisfaction dan
e-customer loyalty konsumen Traveloka di Surabaya. Teknik analisis
data yang digunakan adalah SEM dan menggunakan program
LISREL 8.80. Teknik pengambilan sampel yang digunakan adalah
nonprobability sampling, dengan cara purposive sampling. Penelitian
ini mengambil 150 responden sebagai sampelnya.

Hasil penelitian membuktikan: (1) Website image
berpengaruh positif dan signifikan terhadap e-customer satisfaction
pada konsumen Traveloka di Surabaya; (2) Online routine
berpengaruh positif dan signifikan terhadap e-customer satisfaction
pada konsumen Traveloka di Surabaya; (3) Website knowledge
berpengaruh positif dan signifikan terhadap e-customer satisfaction
pada konsumen Traveloka di Surabaya; (4) Innovativeness
berpengaruh negatif dan signifikan terhadap e-customer satisfaction
pada konsumen Traveloka di Surabaya; (5) E-customer satisfaction
berpengaruh positif dan signifikan terhadap e-customer loyalty pada
konsumen Traveloka di Surabaya.

Kata Kunci: Website Image; Online Routine; Website Knowledge;
Innovativeness; E-Customer Satisfaction; E-Customer
Loyalty
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ABSTRACT

This study aims to analyze four determinant factors of online
purchase (website image, online routine, website knowledge, and
innovativeness) towards e-customer satisfaction and e-customer
loyalty of Traveloka consumers in Surabaya. The data analysis
technique used is SEM and using LISREL 8.80 program. The
sampling technique used is nonprobability sampling, by purposive
sampling. This study took 150 respondents as a sample.

The results prove: (1) Website image has a positive and
significant effect on e-customer satisfaction on the consumers of
Traveloka in Surabaya; (2) Online routine has a positive and
significant effect on e-customer satisfaction on the consumers of
Traveloka in Surabaya; (3) Website knowledge has a positive and
significant effect on e-customer satisfaction on the consumers of
Traveloka in Surabaya; (4) Innovativeness has a negative and
significant effect on e-customer satisfaction on the consumers of
Traveloka in Surabaya; (5) E-customer satisfaction has a positive
and significant effect on e-customer loyalty on the consumers of
Traveloka in Surabaya.

Keywords: Website Image; Online Routine; Website Knowledge;
Innovativeness; E-Customer Satisfaction; E-Customer
Loyalty
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