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Analisis Pengaruh Biaya Pengiriman terhadap Purchase Intention  

dan Mediasi Expected LSQ bagi Gen Z dengan Moderasi  

Online Shopping Experience  

(Studi Kasus pada Pengguna E-commerce di Tangerang) 

Steven 

ABSTRAK 

 

Dunia e-commerce telah berkembang besar di Indonesia, Maka 

perkembangan ini diperlukan juga penelitian mengenai roda kaki sistem e-

commerce yang merupakan logistik pengiriman barang dari penjual ke 

konsumen. Peningkatan pemesanan barang dari e-commerce telah 

meningkatkan biaya pengiriman bagi penyedia jasa logistik. Hal tersebut 

memberikan dilemma bagi para penjual dan penyedia logistik untuk 

meningkatkan biaya pengiriman atau tidak. Pengiriman logistik tersebut 

ditelitikan terhadap generasi Z yang lahir pada tahun 1997 tahun sampai tahun 

2012. Metode penelitian tersebut merupakan penelitian kuantitatif dan 

menggunakan Simple Random Sampling dengan kriteria seperti melakukan 

transaksi e-commerce di wilayah Tangerang, Hasil yang didapatkan sebesar 

271 responden yang merupakan Gen Z. Hasil tersebut menunjukan pengaruh 

terhadap purchase intention terpengaruh oleh level of partitioning surcharge 

secara negatif dan expected LSQ (Logistics Service Quality) secara positif, 

Level of partitioning surcharge memberikan pengaruh positif terhadap 

expected LSQ, Sedangkan moderasi online shopping experience tidak 

memberikan pengaruh negatif. Serta penelitian menunjukan bahwa level of 

partitioning surcharge memberikan pengaruh positif terhadap expected LSQ. 

Penelitian ini menunjukan bahwa biaya pengiriman dari harga yang tinggi 

memberikan pengaruh negatif dalam penurunan keinginan pembelian, tetapi 

meningkat jika ekspektasi terhadap LSQ ditingkatkan oleh penyedia jasa 

logistik. Biaya pengiriman memberikan peningkatan ekspektasi LSQ dan 

moderasi dari online shopping experience tidak memberikan pengaruh 

moderasi pada generasi Z. Penelitian ini memberikan saran untuk melakukan 

penelitian berkelanjutan pada pengiriman logistik alternatif yang bisa 

menurunkan biaya pengiriman tetapi tetap ataupun meningkatkan kualitas 

pelayanan logistik.     

 

Kata kunci: e-commerce, biaya pengiriman, LSQ (logistics Service Quality), 

online shopping experience, last-mile delivery  
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Analysis of the Delivery Surcharge Influence on Purchase Intention  

and Mediation of Expected LSQ in Gen Z with the Moderation  

of Online Shopping Experience  

(Study Case in E-commerce Users in Tangerang) 
Steven 

ABSTRACT (English) 

 

The world of e-commerce is developing at a rapid pace in Indonesia. That 

is why there is a need to research the wheels that move e-commerce systems. 

These wheels are called the logistics that work to deliver packages from the 

sellers to the buyers. For example the increase in deliveries requests have 

exponentially increased the cost for delivery service providers. This problem 

could be a dilemma for sellers and logistics providers on increasing the cost 

of deliveries charged to customers or not. This research focused on logistics 

deliveries research of generation Z which are born within 1997 to 2012. 

Research method for this research type is quantitative research and using 

Simple Random Sampling with the criteria for the respondents for example, 

to have done e-commerce transactions in Tangerang region. The result was 

received from 271 respondents from 10 years old to 25 years old. Results from 

this research show that purchase intention influenced by level of partitioning 

surcharge negatively and expected LSQ (Logistics Service Quality) influence 

positively, Research in online shopping experience do not give a negative 

moderation influence. Level of partitioning surcharge gives a positive 

influence to expected LSQ. This research shows that higher surcharge prices 

give a negative effect of lowered purchase intention, but increasing the 

expected LSQ from providers increase consumer purchase intention. Online 

shopping experience do not have moderating effects between relation on level 

of partitioning surcharge increasing influence to expected LSQ on generation 

Z. This research suggests further research on alternative logistics deliveries 

that could lower down the delivery costs or increase the logistics service 

quality.   

 

Keywords: e-commerce, surcharge, LSQ (Logistics Service Quality), online 

shopping experience, last-mile delivery  
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