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ABSTRAKSI 

 

Penelitian ini bertujuan untuk meneliti pengaruh kepercayaan, kualitas 

poduk, dan kualitas pelayanan terhadap loyalitas pelanggan melaiui kepuasan 

pelanggan toko online shopee di Kudus. Sampel pada penelitian ini sebanyak 125 

responden pelanggan toko online Shopee di Kudus dengan menggunakan anar is 

is data SEM AMOS dan pengambilan sampel menggunakan purposive sampling . 

Pengumpulan data diperoleh dari dokumentasi perusahan di Internet dan 

penyebaran kuesioner. Hasil penelitian menunjukkan bahwa Kepercayaan 

berpengaruh positif terhadap kepuasan pelanggan dan loyalitas pelanggan. 

Kualitas produk berpengaruh positif  terhadap kepuasan pelanggan dan 

berpengaruh positif  terhadap loyalitas pelanggan. Kualitas pelayanan berpengaruh 

positif terhadap kepuasan pelanggan dan loyalitas pelanggan. Kepuasan pelanggan 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan. 

 

Kata Kunci : Kepercayaan, kualitas produk, kualitas pelayanan, kepuasan 

pelanggan. Loyalitas pelanggan 
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ABSTRACK 

 

This study aims to examine the effect of trust, product quality, and service 

quality on customer loyalty through customer satisfaction at the online shop 

Shopee in Kudus. The sample in this study were 125 respondents to Shopee online 

shop customers in Kudus. Using SEM AMOS data analysis and sampling using 

purposive sampling. Data collection was obtained from company documentation 

on the Internet and distributing questionnaires. The results showed that trust has 

a positive effect on customer satisfaction and customer loyalty. Product quality 

has a positive effect on customer satisfaction and a positive effect on customer 

loyalty. Service quality has a positive effect on customer satisfaction and customer 

loyalty. Customer satisfaction has a positive and significant effect on customer 

loyalty. 

 

Keywords: Trust, product quality, service quality, customer satisfaction. 
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