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ABSTRACT

uality and e-trust on e-
loyalty, with e-satis azada Application customers
who live in Bandun ausal research. The sampling
technique used nonpro mpling with total of 100 people. This research uses
quantitative methods with ) hniques and path analysis. The results
of the questionnaire were measured usring a Likert scale. Data processing was performed
by using SPSS 26. The results showed that e-service quality and e-trust have an
influence on e-satisfaction; and e-service quality and e-trust have an influence on e-
loyalty with e-satisfaction as an intervening variable. In conclusion, the results of this
study prove that although e-service quality and e-trust have no effect on e-loyalty, e-
loyalty is strongly influenced by e-satisfaction; and e-consumer satisfaction on Lazada
is greatly influenced by the e-service quality provided by Lazada, and consumer e-trust

in the Lazada application.
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ABSTRAK

Studi dalam penelitian'ini untuk mengetahui pengaruh e-service qualitydan e-trust

Aplikasi Lazada ya ya berjenis deskriptif dan
kausal. Pengambila pling sejumlah 100 orang.

Penelitian memakai

terhadap e-loyalty dengan e-satisfa ebagai variabel intervening. Hasil penelitiannya
membuktikan jika e-service quality dan e-trust tidak berpengaruh terhadap e-loyalty
namun e-loyalty sangat dipengaruhi oleh e-satisfaction dimana e-satisfaction konsumen
pada Lazada sangat dipengaruhi oleh e-service quality yang diberikan oleh Lazada dan e-

trust konsumen terhadap aplikasi Lazada.
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