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MOTTO 
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“Allah tidak akan membebani seseorang melainkan sesuai dengan kemampuannya.” 
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“Orang tidak akan pernah menilai apa yang kita mulai,tapi orang selalu menilai apa 

 

yang kita selsai kan”. 
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ABSTRACT 

 
 

The development of digital technology is currently increasing 

rapidly and has a significant impact on all aspects of people's lives. People 

in the digital era are very mobilized and tend to like things that are instant 

and practical, one of which is online shopping. The rapid growth of e- 

commerce has caused many new e-commerce-based companies to emerge 

and continue to grow, causing fierce competition in the e-commerce 

industry. This study will analyze the effect of e-service quality, e-wom and 

trust on customer loyalty with satisfaction as an intervening variable for 

Tokopedia application users. The sample used was 200 respondents using 

the Tokopedia application who had made transactions, determined using a 

nonprobability sampling technique, namely purposive sampling. 

Questionnaires distributed in the form of Google Form. The results of the 

questionnaire were analyzed using Partial Least Squares with the 

SmartPLS 3.0 Software application. The research results show that: (i). e- 

service quality has a direct effect on customer satisfaction (ii). e-service 

quality has a direct effect on customer loyalty (iii). trust has a direct effect 

on satisfaction (iv). e-wom has no direct effect on satisfaction (v). e-wom 

has no direct effect on customer loyalty (vi). Satisfaction has a direct effect 

on customer loyalty. 

Keywords: E-Service Quality, Trust, e-wom, Satisfaction, Customer Loyalty 
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ABSTRAK 

 

Perkembangan teknologi digital saat ini semakin pesat dan 

berdampak signifikan pada seluruh aspek kehidupan masyarakat. 

Masyarakat di era digital yang sangat termobilisasi dan cenderung 

menyukai hal-hal yang ada instan dan praktis salah satunya adalah belanja 

online. Pesatnya pertumbuhan ecommerce menyebabkan banyak 

perusahaan baru berbasis ecommerce bermunculan dan terus berkembang 

sehingga menyebabkan perkembangan bisnis industri ecommerce bersaing 

ketat. Pada penelitian ini akan menganalisis pengaruh e-service quality, e- 

wom dan trust terhadap customer loyalty dengan satisfaction sebagai 

variabel intervening pada pengguna aplikasi Tokopedia. Sampel yang 

digunakan adalah 200 orang responden pengguna aplikasi Tokopedia 

yang pernah melakukan transaksi, ditentukan menggunakan teknik 

nonprobability sampling yakni purposive sampling. Kuisioner yang 

disebar dalam bentuk Google Form. Hasil kuesioner dianalisis 

menggunakan Partial Least Squares dengan aplikasi SmartPLS 3.0 

Software. Hasil penelitian menunjukkan bahwa : (i). e-service quality 

berpengaruh langsungterhadap customer satisfaction (ii). e-service quality 

berpengaruh langsung terhadap customer loyalty (iii). trust berpengaruh 

langsung terhadap satisfaction (iv). e-wom tidak berpengaruh langsung 

terhadap satisfaction (v). e-wom tidak berpengaruh langsung terhadap 

customer loyalty (vi).Satisfaction berpengaruh langsung terhadap 

customerloyalty. 

Kata Kunci: E-Service Quality, Trust,e-wom, Satisfaction,Customer Loyalty 
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