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PENGARUH ELECTRONIC SERVICE QUALITY TERHADAP
CUSTOMER SATISFACTION DENGAN MEDIASI
CUSTOMER PERCIEVE VALUE PADA PELANGGAN
ONLINESHOP LAZADA DI SURABAYA

ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh
Electronic service quality terhadap Customer Satisfaction dengan
mediasi Customer Percieved Value pada pelanggan onlineshop
Lazada di Surabaya. Populasi dari penelitian ini adalah konsumen
Surabaya yang pernah berbelanja online di Lazada. Teknik sampling
yang digunakan adalah non-probability sampling dimana setiap
anggota populasi tidak memiliki peluang yang sama menjadi
anggota sampel dan sampel berjumlah 150 orang. Pengumpulan data
dalam penelitian ini menggunakan kuesioner. Teknik analisis data
dalam penelitian adalah menggunakan Structural Equation
Modeling (SEM).

Hasil pengujian menunjukkan bahwa Electronic Service
Quality berpengaruh secara positif dan signifikan terhadap
Customer Perceived Value pada pelanggan Online shop Lazada di
Surabaya, Electronic Service Quality berpengaruh secara positif dan
signifikan terhadap Customer Satisfaction pada pelanggan Online
shop Lazada di Surabaya, Customer Perceived Value berpengaruh
secara positif dan signifikan terhadap Customer Satisfaction pada
pada pelanggan Online shop Lazada di Surabaya dan Electronic
Service Quality berpengaruh positif terhadap Customer Satisfaction
dengan mediasi Customer Perceived Value pada pelanggan Online
shop Lazada di Surabaya.

Kata Kunci: Electronic Service Quality, Customer Perceived
Value, Customer Satisafaction



THE INFLUENCE OF TOWARDS ELECTRONIC SERVICE
QUALITY TOWARDS CUSTOMER SATISFACTION WITH
MEDIATION CUSTOMER PERCIEVE VALUE IN THE
CUSTOMER ONLINESHOP LAZADA SURABAYA

ABSTRACT

This study aimed to analyze the influence of Electronic
service quality on customer satisfaction with customer mediation
percieved value to customers onlineshop lazada surabaya.
Population of this research is that consumers Surabaya ever shopped
online in Lazada. The sampling technique used is non-probability
sampling in which every member of the population does not have
the same chance of becoming members of the sample and the
sample amounted to 150 people. Collecting data in this study using a
questionnaire. Data analysis techniques used in the study are using
structural equation modeling (SEM).

The test results indicate that the Electronic Service Quality
in a positive and significant effect on the Customer Perceived Value
in the Online shop customer Lazada in Surabaya, Electronic Service
Quality in a positive and significant impact on the customer
Customer Satisfaction Online shop Lazada in Surabaya, Customer
Perceived Value in a positive and significant impact on Customer
Satisfaction in the Online shop customer Lazada in Surabaya and
Electronic Service Quality positive influence on Customer
Satisfaction with the mediation of Customer Perceived Value in the
Online shop customer Lazada in Surabaya.

Keywords: Electronic service quality, customer perceived value,
customer satisafaction



