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ABSTRAK

Tujuan dari penelitian ini adalah untuk menganalisis dan menjelaskan
pengaruh kualitas layanan elektronik dan pengalaman pelanggan terhadap niat beli
ulang melalui kepuasan pelanggan. Populasi dalam penelitian ini adalah semua
pengguna Shopee Mobile Marketplace yang ada di Kabupaten Kudus yang sudah
pernah berbelanja di Shopee minimal 3 kali dalam kurun waktu 3 bulan terakhir.
Teknik pengambilan sampel menggunakan purposive sampling. Penyebaran
kuesioner sebanyak 110 kuesioner yang ke semuanya dapat digunakan. Proses
pengolahan data menggunakan SEM AMOS. Hasil penelitian menunjukkan bahwa
kualitas layanan elektronik dan pengalaman pelanggan berpengaruh terhadap niat
beli ulang. Kulitas layanan elektronik dan pengalaman pelanggan berpengaruh
terhadap kepuasan pelanggan. Kepuasan pelanggan berpengaruh terhadap niat beli
ulang. Temuan ini dibahas berdasarkan bukti sebelumnya dan implikasinya dapat
di pergunakan untuk kepentingan perusahaan.

Kata Kunci: kualitas layanan elektronik, pengalaman pelanggan, kepuasan
pelanggan, niat beli ulang, e-commerce.
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ABSTRACT

The purpose of this study was to analyze and explain the effect of electronic
service quality and customer experience on repurchase intention through customer
satisfaction. The population in this study were all Shopee Mobile Marketplace users
in Kudus Regency who had shopped at Shopee at least 3 times in the last 3 months.
The sampling technique used purposive sampling. Distribution of a total of 110
questionnaires to all of which can be used. Data processing using SEM AMOS. The
results showed that the quality of electronic services and customer experience
influenced repurchase intention. The quality of electronic services and customer
experience affects customer satisfaction. Customer satisfaction affects repurchase
intention. These findings are discussed based on previous evidence and the
implications can be used for the benefit of the company.

Keywords: electronic service quality, customer experience, customer satisfaction,
repurchase intention, e-commerce
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