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ABSTRAKSI

PENGARUH KEPERCAYAAN, E-WOM DAN E-SERVICE QUALITY
TERHADAP MINAT BELI MELALUI KEPUASAN PELANGGAN DI
LAZADA ONLINE

AINUR ROFIQ
NIM. 2015-11-309

Dosen Pembimbing : 1. Dr. Drs. Ag. Sunarno H, SH. S.Pd. MM.
2. Dr. Mamik Indaryani, MS.

UNIVERSITAS MURIA KUDUS
FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN

Penelitian ini bertujuan untuk menganalisis pengaruh kepercayaan, e-wom
dan e-service quality terhadap minat beli melalui kepuasan pelanggan di Lazada
Online. Dalam penelitian ini menggunakan tiga variabel eksogen, vyaitu
kepercayaan, e-wom dan e-service quality serta dua variabel endogen, yaitu
kepuasan pelanggan dan minat beli. Metode pengumpulan data yang digunakan
adalah metode kuesioner dan dokumentasi. Sampel yang digunakan dalam
penelitian ini terdiri dari 182 responden dengan teknik purposive sampling.

Dalam penelitian ini analisis data yang digunakan program (SEM) Structual
Equatuion Modeling yang di operasikan melalui program AMOS. Hasil penelitian
menunjukkan kepercayaan, e-wom dan e-service quality memiliki pengaruh positif
dan signifikan terhadap minat beli dan kepuasan pelanggan, serta kepercayaan, e-
wom dan e-service quality memiliki pengaruh positif dan signifikan terhadap
kepuasan pelanggan melalui minat beli.

Kata kunci: kepercayaan, e-wom, e-service quality, minat beli dan kepuasan
pelanggan.
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ABSTRACT

EFFECT OF TRUST, E-WOM AND E-SERVICE QUALITY TOWARDS
INTEREST IN BUYING THROUGH CUSTOMER SATISFACTION IN
LAZADA ONLINE

AINUR ROFIQ
NIM. 2015-11-309

Guidance Lecturer ~ : 1. Dr. Drs. Ag. Sunarno H, SH. S.Pd. MM.
2. Dr. Mamik Indaryani, MS.

UNIVERSITAS MURIA KUDUS
FACULTY OF ECONOMIC AND AND BUSINESS STUDY PROGRAM
OF MANAGEMENT

This study aims to analyze the influence of trust, e-wom and e-service quality
on buying interest through customer satisfaction at Lazada Online. In this study
using three exogenous variables, namely trust, e-wom and e-service quality and
two endogenous variables, namely customer satisfaction and buying interest.
Data collection methods used were questionnaire and documentation methods.
The sample used in this study consisted of 182 respondents with a purposive
sampling technique.

In this study the data analysis used is the Structual Equatuion Modeling
(SEM) program that is operated through the AMOS program. The results showed
that trust, e-wom and e-service quality had a positive and significant influence on
buying interest and customer satisfaction, and trust, e-wom and e-service quality
had a positive and significant effect on customer satisfaction through buying
interest.

Keywords: trust, e-wom, e-service quality, buying interest and customer
satisfaction.
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