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ABSTRAK 

 

Penelitian ini dilakukan dengan tujuan untuk mengetahui pengaruh empat 

faktor penentu belanja online yaitu website image, online routine, website 

knowledge, dan innovativeness terhadap e-customer loyalty melalui e-customer 

satisfaction sebagai mediasi. Objek dalam penelitian ini adalah konsumen yang 

pernah berbelanja di Tiket.com wilayah Surabaya. Jenis data yang digunakan 

dalam penelitian adalah data kuantitatif. Sumber data dalam penelitian adalah 

Data Primer. Skala pengukuran variabel dalam penelitian ini menggunakan Skala 

Likert 5 poin. Teknik analisis data yang digunakan dalam penelitian ini adalah 

SEM dan menggunakan program LISREL 8.80. Teknik pengambilan sampel yang 

digunakan adalah nonprobability sampling, dengan cara purposive sampling. 

Sampel yang digunakan dalam penelitian ini berjumlah 150 responden. Hasil 

penelitian membuktikan (1) Website image berpengaruh positif dan signifikan 

terhadap e-customer satisfaction pada konsumen Tiket.com di Surabaya, (2) 

Online routine berpengaruh positif dan signifikan terhadap e-customer 

satisfaction pada konsumen Tiket.com di Surabaya, (3) Website knowledge 

berpengaruh positif dan signifikan terhadap e-customer satisfaction pada 

konsumen Tiket.com di Surabaya, (4) Innovativeness berpengaruh negatif dan 

signifikan terhadap e-customer satisfaction pada konsumen Tiket.com di 

Surabaya, (5) E-customer satisfaction berpengaruh positif dan signifikan terhadap 

e-customer loyalty pada konsumen Tiket.com di Surabaya, (6) Website image 

berpengaruh positif dan signifikan terhadap e-customer loyalty konsumen 

Tiket.com di Surabaya melalui e-customer satisfaction, (7) Online routine 

berpengaruh positif dan signifikan terhadap e-customer loyalty konsumen 

Tiket.com di Surabaya melalui e-customer satisfaction, (8) Website knowledge 

berpengaruh positif dan signifikan terhadap e-customer loyalty konsumen 

Tiket.com di Surabaya melalui e-customer satisfaction, (9) Innovativeness 

berpengaruh negatif dan signifikan terhadap e-customer loyalty konsumen 

Tiket.com di Surabaya melalui e-customer satisfaction.  

 

Kata Kunci : Website Image, Online Routine, Website Knowledge, 

Innovativeness, E-Customer Satisfaction, E-Customer Loyalty 
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THE EFFECT OF WEBSITE IMAGE, ONLINE ROUTINE, WEBSITE 

KNOWLEDGE, AND INNOVATIVENESS ON E-CUSTOMER LOYALTY 

THROUGH E-CUSTOMER SATISFACTION CONSUMER TIKET.COM 

IN SURABAYA 

 

ABSTRACT 

 

This research was conducted with the aim to determine the effect of four 

determinants online shopping, namely website image, online routine, website 

knowledge, and innovativeness on e-customer loyalty through e-customer 

satisfaction as mediation. Objects in research were consumers who had shopped at 

Tiket.com area of Surabaya. Type of data used in research is quantitative data. 

Data source in research is Primary Data. Variable measurement scale in research 

uses 5-point Likert Scale. Data analysis technique used in research was SEM 

LISREL program. Sampling technique used was nonprobability sampling, by 

purposive sampling. Sample used in research was 150 respondents. Research 

results prove (1) Website image has positive and significant effect on e-customer 

satisfaction on Tiket.com customers in Surabaya, (2) Online routines have 

positive and significant effect on e-customer satisfaction at Tiket.com customers 

in Surabaya, (3) Website knowledge has positive and significant effect on e-

customer satisfaction on Tiket.com customers in Surabaya, (4) Innovativeness has 

negative and significant effect on e-customer satisfaction at Tiket.com customers 

in Surabaya, (5) E-customer satisfaction has positive effect and significant to e-

customer loyalty to Tiket.com customers in Surabaya, (6) Website image has 

positive and significant effect on Tiket.com's consumer e-customer loyalty in 

Surabaya through e-customer satisfaction, (7) Online routines have positive and 

significant effect on Tiket.com's consumer e-customer loyalty in Surabaya 

through e-customer satisfaction, (8) Website knowledge has positive and 

significant effect on Tiket.com's consumer e-customer loyalty in Surabaya 

through e-customer satisfaction, (9) Innovativeness has negative and significant 

effect on Tiket.com's consumer e-customer loyalty in Surabaya through e-

customer satisfaction. 

 

Keywords :  Website Image, Online Routine, Website Knowledge, 

Innovativeness, E-Customer Satisfaction, E-Customer Loyalty 
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