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ABSTRAK

Perkembangan internet di era saat ini sangat pesat dan internet sudah harus
dipahami oleh generasi muda, ini menjadi salah satu faktor pendukung
berkembangnya e-commerce. Banyaknya e-commerce memunculkan berbagai
persaingan untuk membuat konsumen mereka tetap loyal, sehingga e-commerce
harus memperhatikan berbagai elemen yang bisa membuat konsumen puas dan
loyal, mulai dari website design yang menarik hingga jaminan keamanan
konsumen pada saat melakukan transaksi. Salah satu toko online yang terkenal
adalah Urban Icon, dimana Urban Icon sudah memiliki banyak gerai offline yang
tersebar di seluruh Indonesia dan juga memiliki toko online.

Penelitian ini bertujuan untuk meneliti pengaruh website design dan security
terhadap e-customer loyalty melalui e-customer satisfaction pada pengunjung
website Urban Icon di Surabaya.Teknik pengambilan sampel yang digunakan
ialah non probability sampling dengan cara purposive sampling. Sampel yang
digunakan sebesar 150 responden yaitu pengunjung website Urban Icon di
Surabaya. Alat pengumpulan data yang digunakan adalah kuesioner. Teknik
analisis data yang digunakan adalah Structural Equations Modeling dengan
menggunakan program LISREL.

Hasil penelitian ini membuktikan bahwa website design berpengaruh positif
dan signifikan terhadap e-customer satisfaction, security berpengaruh positif dan
signifikan terhadap e-customer satisfaction, e-customer satisfaction berpengaruh
positif dan signifikan terhadap e-customer loyalty, website design berpengaruh
positif dan signifikan terhadap e-customer loyalty melalui e-customer satisfaction,
security berpengaruh positif dan signifikan terhadap e-customer loyalty melalui e-
customer satisfaction.

Kata Kunci: Website Design, Security, E-Customer Satisfaction, E-Customer
Loyalty
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THE EFFECT OF WEBSITE DESIGN AND SECURITY ON E-
CUSTOMER LOYALTY THROUGH SATISFACTION E-CUSTOMER ON
CUSTOMERS OF URBAN ICON WEBSITE IN SURABAYA

ABSTRACT

The development of the internet in the current era is very rapid and the
internet must be understood by the younger generation, this has become one of the
factors supporting the development of e-commerce. The number of e-commerce
raises a variety of competition to keep their customers loyal, so e-commerce must
pay attention to various elements that can make consumers satisfied and loyal,
ranging from attractive website design to consumer safety guarantees when
making transactions. One well-known online store is Urban Icon, where Urban
Icon already has many offline outlets scattered throughout Indonesia and also has
an online store.

This study aims to examine the effect of website design and security on e-
customer loyalty through e-customer satisfaction on Urban Icon website visitors
in Surabaya. The sampling technique used is non probability sampling by
purposive sampling. The sample used was 150 respondents, namely Urban Icon
website visitors in Surabaya. Data collection tools used were questionnaires. The
data analysis technique used was Structural Equations Modeling using the
LISREL program.

The results of this study prove that website design has a positive and
significant effect on e-customer satisfaction, security has a positive and significant
effect on e-customer satisfaction, e-customer satisfaction has a positive and
significant effect on e-customer loyalty, website design has a positive and
significant effect on e customer loyalty through e-customer satisfaction, security
has a positive and significant effect on e-customer loyalty through e-customer
satisfaction.

Keywords: Website Design, Security, E-Customer Satisfaction, E-Customer
Loyalty
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