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ABSTRAK

CYNDY YULYANTY. Pengaruh Kualitas Layanan Elektronik dan Kepuasan

Pelanggan terhadap Loyalitas Pelanggan Shopee pada Mahasiswa di Jakarta.

Fakultas Ekonomi, Universitas Negeri Jakarta.

Tujuan penelitian ini adalah untuk mengetahuipengaruh kualitas layanan
elektronik dan kepuasan pelanggan terhadap loyalitas pelanggan Shopee pada
mahasiswa di Jakarta.Penelitian ini dilakukan selama 6 bulan terhitung sejak
Januari sampai dengan Juli 2020.Penelitian ini menggunakan pendekatan
kuantitatif dengan metode survei melalui penyebaran kuesioner dan dengan
metode purposive sampling serta teknik analisis data adalah analisis jalur (path
analysis) kepada 150 responden yaitu Mahasiswa di Jakarta yang menjadi
pelanggan Shopee.Berdasarkan hasil penelitian, analisis data sesuai dengan

hipotesis yang dilakukan.

Kata Kunci : Kualitas Layanan Elektronik, Kepuasan Pelanggan, Loyalitas

Pelanggan, Shopee



ABSTRACT

CYNDY YULYANTY. The Effect of Electronic Service Quality and Customer

Satisfaction on Customer Loyalty Shopee in Students in Jakarta.

Faculty of Economics, Jakarta State University.

The purpose of this study was to determine the influence of electronic service
quality and customer satisfaction on customer loyalty Shopee in students in
Jakarta. This research was conducted for 6 months from January to July 2020.
This study used a quantitative approach with a survey method through
questionnaires and the purposive sampling method and data analysis technique
was path analysis to 150 respondents, namely students in Jakarta who became
Shopee customers. Based on the results of the study, data analysis is in accordance

with the hypothesis conducted.

Keywords: Electronic Service Quality (E-Service Quality), Customer

Satisfaction, Customer Loyalty, Shopee
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