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MOTTO
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PENGARUH KUALITAS WEBSITE TERHADAP LOYALITAS
PELANGGAN YANG DIMEDIASI OLEH KEPUASAN KONSUMEN
(Studi Pada Toko Daring Shopee)

ABSTRAK

Tujuan penelitian untuk menguji dan menganalisis pengaruh kualitas website,
kualitas website dan kepuasan konsumen terhadap loyalitas pelanggan dan
menguji dan menganalisis pengaruh kualitas website terhadap loyalitas pelanggan
yang dimediasi oleh kepuasan konsumen. Metode penelitian ini menggunakan
jenis pendekatan kuantitatif. Populasi dari penelitian ini adalah seluruh mahasiswa
menggunakan Shopee di Universitas Muhammadiyah Surakarta. Sampel
penelitian ini sebanyak 125 Mahasiswa, sedangkan pengambilan sampel
menggunakan metode purposive sampling. Teknik analisis data adalah (1) uji
instrumen (uji validitas dan reliabilitas), (2) Uji Asumsi Klasik (normalitas,
multikolinieritas, heteroskedastisitas) dan (3) Uji Hipotesis (analisis regresi linier
berganda, uji t, uji F dan R?. Hasil penelitian menunjukkan bahwa uji t
menunjukkan bahwa ada pengaruh (1) Kualitas website terhadap loyalitas
pelanggan, hasil uji t variabel kualitas website diperoleh bahwa nilai thiung > t tabel
dan p-value < 0,05, sehingga kualitas website secara signifikan berpengaruh
positif terhadap loyalitas pelanggan. (2) Ada pengaruh kepuasan konsumen
terhadap loyalitas pelanggan, dibuktikan hasil uji t variabel kepuasan konsumen
diperoleh bahwa nilai thiwng > t e dan p-value < 0,05, sehingga kepuasan
konsumen secara signifikan berpengaruh positif terhadap loyalitas pelanggan. (3)
Ada pengaruh kualitas website terhadap kepuasan konsumen, hasil uji t variabel
kualitas website diperoleh bahwa nilai thiwung > t tapet dan p- value < 0,05, sehingga
kualitas website secara signifikan berpengaruh positif terhadap Kepuasan
konsumen. (4) Kepuasan konsumen memediasi hubungan antara Kualitas website
dengan loyalitas pelanggan secara partial mediated disebabkan signifikansi
kualitas website menurun terhadap loyalitas pelanggan pada saat kepuasan
konsumen diregresikan secara bersama-sama.

Kata Kunci: Kualitas Website, Kepuasan Konsumen dan Loyalitas Pelanggan
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ABSTRACT

The research objective is to test and analyze the influence of website quality,
website quality and customer satisfaction on customer loyalty and test and analyze
the effect of website quality on customer loyalty mediated by customer
satisfaction. This research method uses a quantitative approach. The population of
this study were all students using Shopee at Muhammadiyah University,
Surakarta. The sample of this study were 125 students, while the sampling used
the purposive sampling method. Data analysis techniques are (1) instrument test
(validity and reliability test), (2) Classical Assumption Test (normality,
multicollinearity, heteroscedasticity) and (3) Hypothesis Test (multiple linear
regression analysis, t test, F test and R2). The results showed that the t test showed
that there was an influence (1) Website quality on customer loyalty, the results of
the t test of website quality variables obtained that the tcount> t table and p-value
<0.05, so that website quality had a significant positive effect on loyalty customer.
(2) There is an influence of customer satisfaction on customer loyalty, evidenced
by the results of the t test of customer satisfaction variables obtained that the value
of tcount> t table and p-value <0.05, so that customer satisfaction has a significant
positive effect on customer loyalty. (3) There is an influence of website quality on
customer satisfaction, the results of the t test of website quality variables are
obtained that the value of t> t table and p-value <0.05, so that website quality has
a significant positive effect on customer satisfaction. (4) Consumer satisfaction
mediates the relationship between website quality and partially mediated customer
loyalty because the significance of the website quality decreases to customer
loyalty when customer satisfaction is regressed together.

Keywords: Website Quality, Consumer Satisfaction and Customer Loyalty
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