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ABSTRAK 
 

 

 

Loyalty telah menjadi salah satu isu penting untuk bisnis online sebagian 

karena pelanggan dapat dengan mudah beralih dari satu took online yang lain dan 

sebagian karena mereka dapat dengan mudah membandingkan barang serupa di took 

online yang berbeda Memahami hubungan antara satisfaction, trust, dan loyalty. 

Satisfaction dalam lingkungan virtual  telah menjadi topik penting dari analisis yang  

menjadi faktor kunci dalam bersaing. Penelitian ini bertujuan untuk mengetahui 

pengaruh delivery efficiency, web design, customer service, online security, dan 

online privacy terhadap E-loyalty pelanggan Lazada.co.id dengan melalui E-

satisfaction dan E-trust sebagai mediasi.  

Populasi dalam penelitian ini adalah pelanggan Lazada.co.id. Jumlah sampel 

yang diteliti sebanyak 200 responden. Pengambilan sampel menggunakan teknik 

purposive sampling. Analisis data menggunakan analisis structural equation model 

dengan program Lisrel. Hasilanalisis data menunjukkan bahwa delivery efficiency, 

web design, customer service berpengaruh positif dan signifikan terhadap E-

satisfaction. Penelitian ini juga memperlihatkan hasil bahwa online security, dan 

online privacy berpengaruh positif dan signifikan terhadap E-trust. Serta E-

satisfaction dan E-trust berpengaruh positif dan signifikan terhadap E-loyalty. 

 

Kata Kunci: Delivery Efficiency, Web Design, Customer Service, Online Security, 

Online Privacy, E-satisfaction, E-trust, E-loyalty. 
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Abstract 

 

 

Loyalty has become one of the important issues for online businesses in 

part because customers can easily switch from one online store to another and 

partly because they can easily compare similar items in different online stores 

understand The relationship between satisfaction, trust and loyalty. 

Satisfaction in a virtual environment has become an important topic of 

analysis which is a key factor in competing. This research aims to determine 

the influence of delivery efficiency, web design, customer service, online 

security, and online privacy against e-loyalty Lazada.co.id customers through 

e-satisfaction and e-trust as mediation.  

The population in this research is Lazada.co.id customers. Number of 

samples studied as much as 200 respondents. Sampling using purposive 

sampling techniques. Data analysis uses structural equation model analysis 

with Lisrel program. Data analysis results show that delivery efficiency, web 

design, customer service influence positive and significant to e-satisfaction. 

The research also shows the results that online security, and online privacy 

have a positive and significant effect on the e-trust. And e-satisfaction and e-

trusts have a positive and significant impact on e-loyalty. 

 

Keywords: Delivery Efficiency, Web Design, Customer Service, Online 

Security, Online Privacy, E-satisfaction, E-trust, E-loyalty 
 

 

 

 

 

 

 

 


