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ABSTRAK 

 

Internet berkembang dengan sangat pesat di jaman ini. Salah satu fungsinya adalah 

untuk mendukung transaksi jual-beli atau yang lebih dikenal sebagai e-commerce. 

Berdasarkan data terbaru dari Kominfo, pengguna Internet di Indonesia telah 

mencapai 83 juta pengguna di tahun 2014 dan menduduki posisi ke enam dunia 

dalam hal jumlah pengguna internet. Namun, dibanding dengan jumlah pengguna 

internet di Indonesia ternyata hanya 20% dari Netizen yang mengaku biasa 

berbelanja online. Riset dari TNS dan Google Indonesia 2014, menemukan bahwa 

para “non-recent online shopper” tidak sering berbelanja online karena faktor-

faktor yang berhubungan dengan trust. Maka, penelitian ini membahas faktor-

faktor yang mempengaruhi behavioral intentions pelanggan, yang mencakup word-

of-mouth, repurchase intentions dan site revisit. Faktor-faktor tersebut adalah e-

service quality, satisfaction dan trust pada Lazada.co.id. 

   

Penelitian ini menggunakan desain riset deskriptif dengan metode non-probability 

sampling dengan teknik judgemental sampling. Data dikumpulkan menggunakan 

kuisioner pada responden sebanyak 228 responden yang merupakan pelanggan 

Lazada. Data kemudian diolah menggunakan structural equation modelling. 

 

Penelitian ini mendapatkan temuan bahwa terdapat hubungan secara tidak langsung 

antara e-service quality dengan behavioral intentions melalui satisfaction. Namun, 

tidak terdapat hubungan langsung antara e-service quality dan behavioral 

intentions. Sedangkan trust, memiliki hubungan yang sangat kuat dengan 

behavioral intentions. 

 

Kata Kunci: Electronic Commerce, E-Service Quality, Trust, Satisfaction, Online 

Retailing, Lazada Indonesia  
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ABSTRACT 

 

Internet growing very fast nowadays. One of it’s widely known application is online 

transaction or usually called e-commerce. Latest data from Kominfo shows that 

Internet users in Indonesa has reached 83 million users in 2014, which ranked 6th 

in the world based on the internet user number. But, the transaction level is still 

considered low. Only 20% of Netizens admit that they usually shopping online. 

Based on Markplus Insight’s research in 2013, it turns out only 2.5% of respondents 

who have chosen credit card as their payment method in online shopping. Research 

from TNS and Google Indonesia 2014, shows that “non-recent online shoppers” 

rarely shop online because of some factors related with trust. Based on that, this 

research mainly discuss about factors which affect customer behavioral intentions, 

including word-of-mouth, repurchase intentions and site revisit. Those factors are 

e-service quality, satisfaction and trust. 

   

The study uses descriptive research design, which use non-probability sampling 

applying judgemental sampling techniques. The data collected by spreading the 

questionnaire with total sample of 228 respondents who are Lazada’s customer. 

The hypotheses are tested with structural equation modelling.  

 

The study showed that e-service quality has indirect relationship with behavioral 

intentions through satisfaction. However, e-service quality is not significantly 

directly related with behavioral intentions. While trust are strongly related with 

behavioral intentions.  

 

Keywords: Electronic Commerce, E-Service Quality, Trust, Satisfaction, Online 

Retailing, Lazada Indonesia  
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