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ABSTRAK 

 

Penelitian ini bertujuan menganalisis pengaruh Website Design dan 

Payment System terhadap E-Customer Loyalty melalui E-Customer Satisfaction 

pada Lazada di Surabaya. Pada keadaan pasar yang semakin kompetitif dan 

maraknya usaha-usaha baru di industri online shopping, perusahaan dituntut untuk 

memberikan pengalaman yang mengesankan dan memaksimalkan kualitas 

pelayanan yang diberikan agar dapat memuaskan pelanggan, dan tentunya 

pelanggan akan menjadi loyal kepada perusahaan. 

Teknik pengambilan sampel yang digunakan adalah non probability 

sampling dengan cara purposive sampling. Sampel yang digunakan dalam 

penelitian ini sebesar 150 responden. Karakterstik responden dalam penelitian ini 

adalah responden yang pernah melakukan transaksi pada Lazada di Surabaya. 

Data dikumpulkan menggunakan kuesioner. Teknik analisis data yang digunakan 

adalah analisis SEM dengan program LISREL. 

Hasil penelitian membuktikan bahwa Website Design memiliki pengaruh 

yang signifikan terhadap E-Customer Satisfaction; Payment System memiliki 

pengaruh yang signifikan terhadap E-Customer Satisfaction; E-Customer 

Satisfaction memiliki pengaruh yang signifikan terhadap E-Customer Loyalty. 

Website Design dan Payment System memiliki pengaruh yang signifikan terhadap 

E-Customer Loyalty melalui E-Customer Satisfaction. 

Saran penelitian yang dapat diterapkan Lazada di Surabaya adalah 

meningkatkan kualitas layanan pada website secara berkala serta melibatkan 

pelanggan dalam kegiatan promosi dan bekerjasama dengan e-money yang 

terkenal di Indonesia, agar dapat memuaskan pelanggan dan menjadikan 

pelanggan loyal. 

 

Kata Kunci: Website Design, Payment System, E-Customer Satisfaction, E-

Customer Loyalty 
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The Effect of Website Design and Payment System to E- Customer Loyalty 

through E-Customer Satisfaction on Lazada in Surabaya. 

 

ABSTRACT 

 

 This study aims to analyze the influence of Website Design and Payment 

System on E-Customer Loyalty through E-Customer Satisfaction on Lazada in 

Surabaya. In an increasingly competitive market situation and the rise of new 

businesses in the online shopping industry, companies are required to provide 

impressive experiences and maximize the quality of services provided in order to 

satisfy customers, and of course customers will be loyal to the company. 

 The sampling technique used is non probability sampling by means of 

purposive sampling. The sample used in this study was 150 respondents. 

Characteristics of respondents in this study were respondents who had made 

transactions on Lazada in Surabaya. Data was collected using a questionnaire. The 

data analysis technique used is SEM analysis with the LISREL program. 

 The results of the study prove that Website Design has a significant 

influence on E-Customer Satisfaction; Payment System has a significant influence 

on E-Customer Satisfaction; E-Customer Satisfaction has a significant effect on 

E-Customer Loyalty. Website Design and Payment System has a significant 

influence on E-Customer Loyalty through E-Customer Satisfaction. 

 The research suggestion for Lazada in Surabaya is to improve the quality 

of service on the website on a regular basis and involve customers in promotional 

activities and collaborate with well-known e-money in Indonesia, in order to 

satisfy customers and make them be  loyal ones. 

 

Keywords: Website Design, Payment System, E-Customer Satisfaction, E-

Customer Loyalty 

 

 

 

 


