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ABSTRAK 

 

Penelitian ini bertujuan untuk membuktikan secara empiris bahwa E-

Service Qualityberpengaruh  langsung  dan  tidak  langsung  terhadap  E-

Customer Loyalty dengan E-Customer Satisfaction sebagai mediating pada toko 

online shopee. Sampel yang digunakan dalam penelitian ini sebanyak 100 

responden dengan teknik non-probability sampling dan menggunakan metode 

purposive sampling Pengujian hipotesis menggunakan analisis regresi linier 

sederhana dan berganda dengan bantuan program SPSS 22 dan analisis jalur (path 

analysis). Hasil penelitian menunjukkan bahwa E-Service Quality secara langsung 

berpengaruh signifikan positif terhadap E-Customer Loyalty, E-Service Quality 

berpengaruh signifikan positif  terhadap  E-Customer Satisfaction, E-Customer 

Satisfaction berpengaruh  signifikan positif  terhadap  E-Customer Loyalty, dan  

E-Service Quality secara  tidak  langsung berpengaruh terhadap E-Customer 

Loyalty melalui E-Customer Satisfaction sebagai partial mediating. 

 

Kata Kunci : E-Service Quality, E-Customer Satisfaction, dan E-Customer 

Loyalty 
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ABSTRACT 

 

 

This study aims to prove empirically that E-Service Quality has a direct 

and indirect effect on E-Customer Loyalty with E-Customer Satisfaction as a 

mediating on shopee online stores. The sample used in this study were 100 

respondents with non-probability sampling techniques and using purposive 

sampling method. Hypothesis testing used simple and multiple linear regression 

analysis with the help of the SPSS 22 program and path analysis. The results 

showed that E-Service Quality has a significant positive effect directly on E-

Customer Loyalty, E-Service Quality has a significant positive effect on E-

Customer Satisfaction, E-Customer Satisfaction has a significant positive effect on 

E-Customer Loyalty, and E-Service Quality. indirectly affect E-Customer Loyalty. 

through E-Customer Satisfaction as partial mediating.      

Key word : E-Service Quality, E-Customer Satisfaction, and E-Customer Loyalty 

 

 


