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ABSTRAK

Nurul Maziyah, 2022, Perancangan Strategi dalam Mempertahankan E-Service Quality
terhadap E-Customer Loyalty pada Pengguna E-Commerce Shopee di
Jawa Timur. Tesis, Program Studi Teknik Industri, Program Pascasarjana
ITN Malang, Pembimbing: (I) Dr. Prima Vitasari, S.Ip, M.Pd

Peluang e-commerce di Indonesia sangat besar. Data jumlah nilai transaksi dalam bisnis
e-commerce di Indonesia menyentuh nilai yang fantastis sebesar USD 44 miliar atau
sekitar Rp 621,15 triliun Tingginya nilai transaksi bisnis e-commerce menyebabkan
perusahaan e-commerce bersaing secara ketat. Shopee merupakan contoh perusahaan
yang sukses memanfaatkan peluang bisnis e-commerce di Indonesia. Shopee sebagai e-
commerce dengan pengunjung terbanyak saat ini harus menghadapi persaingan dalam
lingkup bisnisnya. Salah satu cara menghadapi persaingan adalah dengan
memperhatikan kualitas layanannya (e-servqual) . Tujuan dari penelitian ini adalah
untuk membuat perancangan strategi untuk mempertahankan e-service quality terhadap
e-customer loyalty pada pengguna e-commerce shopee di Jawa Timur dengan membuat
pemodelan menggunakan Structural Equation Modelling. Teknik pengambilan sampel
dilakukan dengan purposive sampling yaitu dipilih pengguna Shopee di berbagai kota di
Jawa Timur. Jumlah sample yang diambil sebanyak 393 responden. Dari hasil
penelitian dipapatkan indikator yang memberikan kontribusi terbesar pada keberagaman
kualitas pelayanan elektronik adalah privacy, responsiveness, dan contact. Untuk
mempertahankan e-customer loyalty pada pengguna e-commerce Shopee di Jawa Timur
strategi yang dapat dilakukan antara lain memperbaiki dan mempertahankan kualitas
pelayanan pada indikator paling berpengaruh antara lain indikator privacy,
responsiveness, dan contact.

Kata Kunci: e-commerce, e-loyalty afektif, e-loyalty aksi, e-loyalty konatif, e-servqual
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ABSTRACT

Nurul Maziyah, 2022, Strategic Design in Maintaining E-Service Quality for E-Customer
Loyalty to Shopee E-Commerce Users in East Java. Thesis, Industrial
Engineering Program, ITN Malang Postgraduate Program, Advisor: (I)
Dr. Prima Vitasari, Sip, MPd.

E-commerce opportunities in Indonesia are huge. Data on the total transaction value in
the e-commerce business in Indonesia touched a fantastic value of USD 44 billion or
around Rp. 621.15 trillion. The high value of e-commerce business transactions has
caused e-commerce companies to compete fiercely. Shopee is an example of a company
that has successfully taken advantage of e-commerce business opportunities in Indonesia.
Shopee as e-commerce with the most visitors currently has to face competition in its
business scope. One way to face competition is to pay attention to the quality of its
services (e-servqual). The purpose of this study is to design a strategy to maintain e-
service quality for e-customer loyalty to e-commerce shopee users in East Java by making
modeling using Structural Equation Modeling. The sampling technique was carried out
by purposive sampling, which was selected by Shopee users in various cities in East Java.
The number of samples taken as many as 393 respondents. From the results of the study,
it was found that the indicators that gave the greatest contribution to the diversity of the
quality of electronic services were privacy, responsiveness, and contact. To maintain e-
customer loyalty to Shopee e-commerce users in East Java, strategies that can be carried
out include improving and maintaining service quality on the most influential indicators,
including privacy, responsiveness, and contact indicators.

Keywords: e-commerce, affective e-loyalty, action e-loyalty, conative e-loyalty, e-
servqual
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