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ABSTRAK 

Tujuan dari penelitian ini adalah untuk mengetahui dan menganalisis faktor-faktor 

yang mempengaruhi seseorang dalam penggunaan Shopee. Penelitian ini 

menggunakan variabel service quality, perceived value, satisfaction, trust, loyalty 

dan WOM. Kuesioner telah dikembangkan dan disebarkan kepada 464 responden. 

Teknik sampling yang digunakan dalam penelitian ini adalah non-probability 

sampling dan purposive sampling. Pengumpulan data dilakukan dengan 

menggunakan metode kuesioner dengan cara membagikan pertanyaan kuesioner 

melalui Microsoft Office 365. Data dianalisis menggunakan Exploratory Factor 

Analysis (EFA) dengan menggunakan metode Structural Equation Modelling 

(SEM) dan bantuan program AMOS 26.0 Hasil penelitian menunjukkan empat 

hipotesis diterima, sedangkan tiga lainnya ditolak. Hipotesis pertama diterima yaitu 

service quality berpengaruh langsung dan signifikan terhadap satisfaction. 

Hipotesis kedua diterima, service quality berpengaruh langsung signifikan terhadap 

trust. Hipotesis ketiga ditolak, perceived value tidak berpengaruh signifikan 

terhadap trust. Hipotesis keempat diterima, perceived value berpengaruh langsung 

signifikan terhadap loyalty. Hipotesis kelima ditolak, satisfaction tidak berpengaruh 

signifikan terhadap WOM. Hipotesis keenam ditolak, trust tidak berpengaruh 

signifikan terhadap WOM. Hipotesis ketujuh diterima, loyalty berpengaruh 

langsung dan signifikan terhadap WOM.  
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ABSTRACT 

The purpose of the study is to determine and analyze the factors that influence a 

person to decide to use Shopee. The study used service quality, perceived value, 

satisfaction, trust, loyalty and WOM. Questionnaires were developed and 

distributed to 464 respondents. The sampling technique used in this study was non 

probability sampling and purposive sampling. Data collection was done using the 

questionnaire method by sharing questionnaire questions through Microsoft office 

365. Data were analyzed using Exploratory Factor Analysis (EFA) using the 

Structural Equation Modelling (SEM) method and with the help of the AMOS 26.0 

program. The  results  showed  four  accepted  hypotheses, while  the  other  three  

were  rejected.  The  first  hypothesis  is  accepted, namely   that  service   quality   

has   a   direct   and   significant   effect   on satisfaction. The second hypothesis is 

accepted, service quality has a significant direct effect on trust. The third hypothesis 

is rejected, perceived value does not have a significant direct effect on trust. The 

fourth  hypothesis is accepted, perceived value has a direct and significant effect 

on loyalty. The fifth hypothesis is rejected, satisfaction does not have a significant 

direct effect on WOM. The sixth hypothesis is rejected, trust does not have a 

significant effect on WOM. The seventh hupothesis is accepted, loyalty has a 

significant effect on WOM. 

Keywords :  service quality, perceived value, satisfaction, trust, loyalty, WOM 
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