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ABSTRAK 

  Penelitian ini bertujuan menganalisis pengaruh e trust dan e recovery terhadap 

loyalitas melalui kepuasan konsumen pengguna shopee  di Kabupaten Pati. sampel 

penelitian sebanyak 150 responden. Metode pengumpulan data menggunakan 

kuesioner. Analisis data memakai uji validitas dan reliabilitas. Analisis data yang 

digunakan dengan Structural Equation Modeling (SEM). Hasil penelitian 

menyimpulkan bahwa (1)  E trust berpengaruh positif dan signifikan terhadap 

kepuasan pada pengguna Shopee di Kabupaten Pati (2) E recovery berpengaruh 

positif dan signifikan terhadap kepuasan pada pengguna Shopee di Kabupaten Pati (3)  

E trust  berpengaruh positif dan signifikan terhadap loyalitas pada pengguna Shopee 

di Kabupaten Pati (4)  e recovery berpengaruh positif dan signifikan terhadap 

loyalitas pada pengguna Shopee di Kabupaten Pati (5)  Kepuasan  berpengaruh positif 

dan signifikan terhadap loyalitas pada pengguna Shopee di Kabupaten Pati, (6) 

Kepuasan mampu memberikan nilai tambah e trust terhadap loyalitas pengguna 

Shopee di Kabupaten Pati, (7) Kepuasan mampu memberikan nilai tambah e recovery  

terhadap loyalitas pengguna Shopee di Kabupaten Pati. 

 

Kata kunci : e trust, e recovery, kepuasan, loyalitas. 
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ABSTRACT 

 

   This study aims to analyze the effect of e trust and e recovery on loyalty through 

consumer satisfaction of shopee users in Pati Regency. research sample of 150 

respondents. Methods of data collection using a questionnaire. Data analysis uses 

validity and reliability tests. Data analysis used with Structural Equation Modeling 

(SEM). The results of the study concluded that (1) E trust has a positive and 

significant effect on satisfaction of Shopee users in Pati Regency (2) E recovery has a 

positive and significant effect on satisfaction of Shopee users in Pati Regency (3) E 

trust has a positive and significant effect on loyalty in Shopee users in Pati Regency 

(4) e recovery has a positive and significant effect on loyalty to Shopee users in Pati 

Regency (5) Satisfaction has a positive and significant effect on loyalty to Shopee 

users in Pati Regency, (6) Satisfaction is able to provide added value e trust to 

Shopee user loyalty in Pati Regency, (7) Satisfaction is able to provide added value e 

recovery to Shopee user loyalty in Pati Regency. 

 

Keywords: e trust, e recovery, satisfaction, loyalty. 
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