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PENGARUH KUALITAS WEBSITE, KEPERCAYAAN KONSUMEN DAN
E-SERVICE QUALITY TERHADAP KEPUASAN KONSUMEN PADA
E-COMMERCE SHOPEE
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ABSTRAK

Tujuan penelitian ini untuk mengetahui pengaruh kualitas website, kepercayaan
konsumen, dan e-service quality. Pemilihan sampel dalam penelitian ini dilakukan
dengan purposive sampling. Berdasarkan kriteria, didapatkan sebanyak 110
responden yang menjadi sampel. Teknik analisis data yang digunakan dalam
penelitian ini yaitu analisis regresi berganda. Hasil analisis menunjukan bahwa
variabel kualitas website, kepercayaan konsumen dan e-service quality
berpengaruh positif dan signifikan terhadap kepuasan konsumen. Hasil uji analisis
menunjukkan bahwa kepercayaan konsumen dan e-service quality berpengaruh
positif dan signifikan terhadap kepuasan konsumen, akan tetapi variabel kualitas
website tidak berpengaruh positif dan signifikan terhadap kepuasan konsumen.

Kata Kunci : Kualitas Website, Kepercayaan Konsumen dan E-Service Quality.
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THE INFLUENCE OF WEBSITE QUALITY, CONSUMER TRUST AND
E-SERVICE QUALITY ON CUSTOMER SATISFACTION ON E-COMMERCE
SHOPEE
(Study on Students in Purwokerto)

Irma Alfiyanti
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ABSTRACT

The purpose of this study was to determine the effect of website quality, consumer
trust, and e-service quality. The sample selection in this study was done by
purposive sampling. Based on the criteria, there were 110 respondents who
became the sample. The data analysis technique used in this research is multiple
regression analysis. The results of the analysis show that the variables of website
quality, consumer trust and e-service quality have a positive and significant effect
on consumer satisfaction. The analysis test results show that consumer trust and
e-service quality have a positive and significant effect on consumer satisfaction,
but the website quality variable has no positive and significant effect on consumer
satisfaction.

Keywords: Website Quality, Consumer Trust and E-Service Quality.
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