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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh 

Website Quality, E-Service Quality dan E-Trust terhadap Loyalitas Pelanggan 

pengguna Shopee di Purwokerto. Pengambilan sampel menggunakan metode 

Purposive Sampling melalui kuesioner. Sampel yang digunakan sejumlah 127 

pengguna Shopee. Peneliti menganalisis data menggunakan regresi linier 

berganda dengan aplikasi Statistical Package for the Social Sciences (SPSS). 

Hasil penelitian ini menunjukan bahwa Website Quality, E-Service Quality, dan 

E-Trust berpengaruh secara simultan terhadap Loyalitas Pelanggan. Website 

Quality  tidak berpengaruh terhadap Loyalitas Pelanggan. E-Service Quality 

berpengaruh positif dan signifikan terhadap Loyalitas Pelanggan, E-trust 

berpengaruh poitif dan signifikan terhadap Loyalitas Pelanggan. Berdasarkan 

hasil uji koefisien determinasi R² adjusted sebesar 48,7% artinya variabel 

Website Quality, E-Service Quality, dan E-Trust dapat menjelaskan loyalitas 

pelanggan pengguna Shopee sebagai martketplace terpilih sebesar 48,7% dan 

52,3% dijelaskan dengan faktor lain. 

Kata Kunci: Website Quality, E-Service Quality, E-Trust, Loyalitas 

Pelanggan 
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TRUST ON CUSTOMER LOYALTY AT SHOPEE.CO.ID  
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Muhammadiyah University Purwokerto 

ABSTRACT 

Study This aim for know and analyze influence Website Quality, E-Service 

Quality and E-Trust to Loyalty Customer user Shopee in Purwokerto. Taking 

sample use method Purposive Sampling through questionnaire . The sample 

used a total of 127 users Shopee . Researcher analyze data using multiple linear 

regression with application Statistical Package for the Social Sciences (SPSS). 

Research results This showing that Website Quality , E -Service Quality ,and E-

Trust influential in a manner simultaneous to Loyalty Customer. Website Quality 

Has no effect to Loyalty Customer . E-Service Quality influential positive and 

significant to Loyalty Customers , E-trusts influential positive and significant to 

Loyalty Customer . Based on coefficient test results adjusted R² determination 

by 48.7% means variable Website Quality, E-Service Quality , and E-Trust can 

explain loyalty customer user Shopee as marketplace selected of 48.7% and 

52.3% explained with factor other . 

Keywords: Website Quality, E-Service Quality , E-Trust, Customer Loyalty
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