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ABSTRAK 

 

Nama Mahasiswa / NPM : Cindy Berliana Latansyah / 21082010196 

Judul Skripsi : Analisis Loyalitas Pelanggan Tokopedia 

Berdasarkan Pendekatan Stimulus – Organism – 

Response (SOR) 

Dosen Pembimbing  : 1. Eristya Maya Safitri, S.Kom., M.Kom. 

2. Tri Puspa Rinjeni, S.Kom., M.Kom.  

 

Tokopedia merupakan salah satu platform e-commerce terbesar di Indonesia yang menghadapi 

tantangan dalam mempertahankan loyalitas pelanggan di tengah meningkatnya persaingan 

pasar digital. Beberapa permasalahan yang ditemukan, seperti keterlambatan pengiriman, 

kegagalan sistem saat penggunaan voucher, serta lambatnya respons layanan pelanggan, dapat 

mempengaruhi pengalaman pengguna dan tingkat kepercayaan terhadap aplikasi. Untuk 

memahami faktor yang mempengaruhi loyalitas pelanggan, skripsi ini mengintegrasikan 

pendekatan Stimulus–Organism–Response (SOR) dengan model Unified Theory of 

Acceptance and Use of Technology (UTAUT). Penelitian ini menggunakan metode kuantitatif 

dengan penyebaran kuesioner kepada 384 responden aktif pengguna Tokopedia yang telah 

melakukan transaksi dalam enam bulan terakhir. Teknik analisis yang digunakan adalah 

Partial Least Squares Structural Equation Modeling (PLS-SEM) dengan bantuan software 

SmartPLS 4. Hasil penelitian menunjukkan bahwa Performance Expectancy, Effort 

Expectancy, Social Influence, Facilitating Conditions, dan Price Value berpengaruh 

signifikan terhadap Trust Toward the App dengan nilai p < 0,05 dan T-statistic ≥ 1,96. 

Selanjutnya, Trust Toward the App juga terbukti memiliki pengaruh signifikan terhadap 

Customer Loyalty. Hasil analisis menunjukkan bahwa kemudahan penggunaan, ekspektasi 

kinerja, pengaruh sosial, ketersediaan fasilitas, dan nilai harga yang dirasakan memiliki peran 

penting dalam membentuk kepercayaan, yang selanjutnya mendorong loyalitas pelanggan 

terhadap Tokopedia. 

Kata Kunci: Loyalitas Pelanggan, Stimulus-Organisn-Response (SOR), UTAUT, PLS-

SEM 
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ABSTRACT 

 

Student Name / NPM : Cindy Berliana Latansyah / 21082010196 

Thesis Title : Analisis Loyalitas Pelanggan Tokopedia 

Berdasarkan Pendekatan Stimulus – Organism – 

Response (SOR) 

Supervisor   : 1. Eristya Maya Safitri, S.Kom., M.Kom. 

2. Tri Puspa Rinjeni, S.Kom., M.Kom.  

 

 

Tokopedia is one of the largest E-commerce platforms in Indonesia that faces challenges in 

maintaining customer loyalty amidst increasing digital market competition. Several problems 

found, such as late delivery, system failure when using vouchers, and slow customer service 

response, can affect user experience and the level of trust in the application. To understand 

the factors that influence customer loyalty, this thesis integrates the Stimulus–Organism–

Response (SOR) approach with the Unified Theory of Acceptance and Use of Technology 

(UTAUT) model. This study uses a quantitative method by distributing questionnaires to 384 

active Tokopedia user respondents who have made transactions in the last six months. The 

analysis technique used is Partial Least Squares Structural Equation Modeling (PLS-SEM) 

with the help of SmartPLS 4 software. The results of the study show that Performance 

Expectancy, Effort Expectancy, Social Influence, Facilitating Conditions, and Price Value 

have a significant effect on Trust Toward the App with a p value <0.05 and T-statistic ≥ 1.96. 

Furthermore, Trust Toward the App has also been shown to have a significant influence on 

Customer Loyalty. The results of the analysis show that ease of use, performance expectations, 

social influence, availability of facilities, and perceived price value have an important role in 

forming trust, which in turn drives customer loyalty towards Tokopedia. 

Keywords: Customer Loyalty, Stimulus-Organisn-Response (SOR), UTAUT, PLS-SEM 
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