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ABSTRAK 

 
Saat ini perkembangan zaman dan teknologi semakin pesat dan canggih sehingga 

masyarakat lebih banyak menggunakan teknologi digital untuk memenuhi kebutuhannya. 

Penelitian ini bertujuan untuk mengetahui pengaruh dan persamaan simultan variabel 

kualitas layanan elektronik (efisiensi, pemenuhan, keandalan, privasi, responsivitas, 

kompensasi, dan kontak) terhadap kepuasan dan keputusan pembelian ulang pelanggan e-

commerce Shopee. Penelitian ini dilakukan dengan menggunakan pendekatan deskriptif 

kuantitatif. Penelitian ini menggunakan lebih dari satu variabel endogen, sehingga tools 

yang dapat digunakan adalah SEM (Structural Equation Modeling) dan PLS (Partial Least 

Square). Namun dalam permasalahan ini kelayakan dan kesesuaian menggunakan SEM 

dengan asumsi teknik ML (Maximum Likelihood) dengan kisaran 100-200 sampel. Hasil 

penelitian tentang analisis pengaruh kualitas e-service terhadap kepuasan pelanggan dan 

keputusan pembelian ulang pada E-Commerce Shopee yang telah dianalisis, diperoleh 

beberapa kesimpulan yaitu efisiensi, pemenuhan, keandalan, daya tanggap, privasi, 

kompensasi dan kontak. variabel memiliki pengaruh yang signifikan jika menjadi satu 

variabel. eksogen yaitu kualitas e-service. Variabel e-service quality berpengaruh 

signifikan terhadap kepuasan pelanggan dan keputusan pembelian ulang. Persamaan 

simultan yang diperoleh dari analisis pengaruh E-Service Quality terhadap Kepuasan 

Pelanggan dan Keputusan Pembelian Kembali pada E-Commerce Shopee adalah Y1 = 

0,835 X + Z2 dan Y2 = 0,750 Y1 + Z3. 

 

Kata Kunci: E-Service quality, Kepuasan Pelanggan, Keputusan Pembelian Ulang, SEM 
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ABSTRACT 

 
Currently the times and technological developments are increasingly rapid and 

sophisticated so that people use digital technology more to meet their needs. This study 

aims to determine the effect and simultaneous equations of e-service quality variables 

(efficiency, fulfillment, reliability, privacy, responsiveness, compensation and contact) on 

satisfaction and repurchase decisions of Shopee e-commerce customers. This research was 

conducted using a quantitative descriptive approach. This study uses more than one 

endogenous variable, so the tools that can be used are SEM (Structural Equation 

Modeling) and PLS (Partial Least Square). However, in this problem the feasibility and 

compliance using SEM with the assumption of ML (Maximum Like-lihood) technique with 

a range of 100-200 samples. The results of the research on the analysis of the influence of 

e-service quality on customer satisfaction and repurchase decisions at E-Commerce 

Shopee that have been analyzed, obtained several conclusions, namely efficiency, 

fulfillment, reliability, responsiveness, privacy, compensation and contact variables have 

a significant effect if they become one variable. exogenous namely e-service quality. The 

e-service quality variable has a significant effect on customer satisfaction and repurchase 

decisions. Simultaneous equations obtained from the analysis of the effect of E-Service 

Quality on Customer Satisfaction and Repurchase Decisions at E-Commerce Shopee are 

Y1 = 0.835 X + Z2 and Y2 = 0.750 Y1 + Z3. 

 

Keywords: customer satisfaction, e-service quality, repurchase decisions, SEM 

 

 


