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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh e-service quality, brand
image, keamanan dan electronic word of mouth (E-WOM) terhadap loyalitas
pelanggan pada E-Commerce Blibli.com di Kabupaten Jepara. Metode penelitian
yang digunakan dalam penelitian ini menggunakan metode penelitian kuantitatif.
Sampel yang digunakan dalam penelitian ini adalah pelanggan E-Commerce
Blibli.com di Kabupaten Jepara sebanyak 125 responden menggunakan teknik
purposive sampling. Metode pengumpulan data menggunakan kuesioner. Metode
analisis data menggunakan software SPSS versi 25. Hasil penelitian menunjukan
bahwa e-service quality berpengaruh positif dan signifikan terhadap loyalitas
pelanggan, brand image berpengaruh positif dan signifikan terhadap loyalitas
pelanggan, keamanan berpengaruh positif dan signifikan terhadap loyalitas
pelanggan, electronic word of mouth (E-WOM) berpengaruh positif dan signifikan
terhadap loyalitas pelanggan dan e-service quality, brand image, keamanan dan
electronic word of mouth (E-WOM) berpengaruh terhadap loyalitas pelanggan
secara simultan.

Kata kunci : e-service quality, brand image, keamanan, electronic word of
mouth (E-WOM), loyalitas pelanggan.

vii
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ABSTRACT

This study aims to analyze the effect of e-service quality, brand image, security and
electronic word of mouth (E-WOM) on customer loyalty on E-Commerce Blibli.com
in Jepara Regency. The research method used in this study uses a quantitative
research method. The sample used in this study was E-Commerce Blibli.com
customers in Jepara Regency as many as 125 respondents using purposive
sampling technique. The data collection method used a questionnaire. The data
analysis method used SPSS software version 25. The results of the study showed
that e-service quality has a positive and significant effect on customer loyalty, brand
image has a positive and significant effect on customer loyalty, security has a
positive and significant effect on customer loyalty, electronic word of mouth (E-
WOM) has a positive and significant effect on customer loyalty and e-service
quality, brand image, security and electronic word of mouth (E-WOM) have a
positive and significant effect on customer loyalty simultaneously.

Keywords: e-service quality, brand image, security, electronic word of mouth (E-
WOM), customer loyalty.
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