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ABSTRAKSI 

PENGARUH E-SERVICE QUALITY DAN E-TRUST TERHADAP E-

LOYALTY DENGAN E-SATISFACTION SEBAGAI VARIABEL 

INTERVENING 

(STUDI PADA PELANGGAN TOKOPEDIA DESA KRAMAT KEC. 

DEMPET KAB. DEMAK) 

LUK LUUL CHADIROH  

NIM 201811367 

 

Dosen Pembimbing : 1. Dina Lusianti, SE., MM., AAK. 

     2. Indah Dwi Prasetyaningrum., SE, MM 

UNIVERSITAS MURIA KUDUS 

FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN” 

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh e-service 

quality dan e-trust terhadap e-loyalty dengan e-satisfaction sebagai variabel 

intervening. Populasi dalam penelitian ini adalah seluruh pengguna Tokopedia 

yang ada di Desa Kramat Kec. Gajah Kab. Demak. Sampel dalam penelitian ini 

berjumlah 154 responden yang telah dipilih dengan menggunakan teknik 

purposive sampling. Analiss data yang digunakan menggunakan analisis 

Structural Equation Modeling (SEM) dengan menggunakan program AMOS. 

Hasil penelitian menyatakan jika e-service quality, e-trust dan e-satisfaction 

berpengaruh positif dan signifikan terhadap e-satisfaction, e-service quality 

berpengaruh positif dan signifikan terhadap e-loyalty, e-trust berpengaruh positif 

dan tidak signifikan terhadap e-loyalty serta e-service quality mampu menjadi 

variabel intervening pengaruh e-service quality dan e-trust terhadap e-loyalty. 

Kata Kunci : e-service quality, e-trust, e-satisfaction dan e-loyalty. 
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ABSTRACT 

THE EFFECT OF E-SERVICE QUALITY AND E-TRUST ON E-LOYALTY 

WITH E-SATISFACTION AS AN INTERVENING VARIABLE 

(STUDY ON TOKOPEDIA CUSTOMERS IN KRAMAT VILLAGE, KEC. 

DEMPET, KAB. DEMAK) 

LUK LUUL CHADIROH  

NIM 201811367 

 

Dosen Pembimbing : 1. Dina Lusianti, SE., MM., AAK. 

     2. Indah Dwi Prasetyaningrum., SE, MM 

 

“UNIVERSITAS MURIA KUDUS 

FACULTY OF ECONOMICS AND BUSINESS STUDY PROGRAM OF 

MANAGEMENT 

The purpose of this research is to analyze the effect of e-service quality 

and e-trust on e-loyalty with e-satisfaction as an intervening variable. The 

population in this study were all Tokopedia users in Kramat Village, Kec. 

Elephant District Demak. The sample in this study amounted to 154 respondents 

who had been selected using a purposive sampling technique. The data analysis 

used was Structural Equation Modeling (SEM) analysis using the AMOS 

program. The results of the study state that e-service quality, e-trust and e-

satisfaction have a positive and significant effect on e-satisfaction, e-service 

quality has a positive and significant effect on e-loyalty, e-trust has a positive and 

insignificant effect on e-loyalty and e-service quality can be an intervening 

variable between e-service quality and e-trust on e-loyalty. 

Keywords: e-service quality, e-trust, e-satisfaction and e-loyalty.  
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