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ABSTRAK

Tujuan penelitian ini adalah menguji pengaruh kualitas produk,
kualitas pelayanan, kepercayaan dan kepuasan pelanggan terhadap loyalitas
pelanggan e-commerce Shopee di STIE AUB Surakarta.

Penelitian ini merupakan penelitian survey. Data yang digunakan
adalah data primer dengan mengambil sampel mahasiswa STIE AUB
Surakarta sebanyak 100 responden. Metode analisis data diuji dengan uji
validitas, uji reliabilitas, uji partian (uji t), uji serempak (uji F), uji R square
dan uji analisa jalur.

Hasil uji t sebagai berikut : kualitas produk dan kualitas pelayanan

berpengaruh signifikan terhadap kepuasan pelanggan sedangkan kepercayaan
berpengaruh tidak signifikan terhadap kepuasan pelanggan. Kualitas produk,
kualitas pelayanan dan kepercayaan berpengaruh tidak signifikan terhadap
loyalitas pelanggan, sedangkan kepuasan pelanggan berpengaruh signifikan
terhadap loyalitas pelanggan. Hasil uji F menunjukkan secara simultan
variabel kualitas produk, kualitas pelayanan, kepercayaan dan kepuasan
pelanggan berpengaruh positif dan signifikan terhadap loyalitas pelanggan.
Uji R square menujukkan bahwa 0,819 artinya variabel loyalitas pelanggan
dijelaskan oleh kualitas produk, kualitas pelayanan, kepercayaan dan
kepuasan pelanggan sebesar 81,9% dan sisanya sebesar 18,1 % dijelaskan
faktor lain di luar model penelitian. Hasil analisis jalur menunjukkan bahwa
jalur tidak langsung kualitas produk terhadap kepuasan pelanggan terhadap
loyalitas pelanggan meruapakn jalur paling dominan da paling efektif, karena
nilai koefisien beta sebesar 0,343. Variabel kepuasan pelanggan terbukti
sebagai pemediasi yang efektif bagi variabel kualitas produk dan kualitas
pelayanan, namun tidak efektif sebagai pemediasi variabel kepercayaan.

Kata kunci : Kualitas Produk, Kualitas Pelayanan, Kepercayaan, Kepuasan
Pelanggan, Loyalitas pelanggan.



ABSTRACT

The purpose of this study was to examine the effect of product
quality, service quality, trust and customer satisfaction on Shopee e-
commerce customer loyalty at STIE AUB Surakarta.

This research is a survey research. The data used is primary
data by taking 100 respondents as a sample of STIE AUB Surakarta students.
The data analysis method tested was validity test, reliability test, partian test
(t test), simultaneous test (F test), R square test and path analysis test.

The results of the t-test are as follows: product quality and
service quality have a significant effect on customer satisfaction while trust
has no significant effect on customer satisfaction. Product quality, service
quality and trust have no significant effect on customer loyalty, while
customer satisfaction has a significant effect on customer loyalty. The results
of the F test show that the variables of product quality, service quality, trust
and customer satisfaction have a positive and significant effect on customer
loyalty. The R-square test shows that 0.819 means that the customer loyalty
variable is explained by product quality, service quality, trust and customer
satisfaction of 81.9% and the remaining 18.1% is explained by other factors
outside the research model. The results of the path analysis show that the
indirect path of product quality to customer satisfaction on customer loyalty is
the most dominant and most effective path, because the beta coefficient value
is 0.343. Customer satisfaction variable proved to be an effective mediator for
product quality and service quality variables, but was not effective as a
mediating trust variable.

Keywords: Product Quality, Service Quality, Trust, Customer

Satisfaction and Customer Loyalty
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