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ANALISIS FAKTOR - FAKTOR YANG MEMPENGARUHI E-
COMMERCE TRUST DAN E-COMMERCE LOYALTY (STUDI
PADA KONSUMEN PT. WEARINASIA

INTERNET AKSELERASI)

Renih
ABSTRAK

Seiring dengan perkembangan teknologi, ekspansi e-commerce juga semakin meningkat,
seperti yang terlihat pada platform wia.id yang dioperasikan oleh Wearinasia Internet
Akselerasi. Studi ini meneliti elemen-elemen yang memengaruhi kepercayaan dan
loyalitas pengguna e-commerce di wia.id, sebuah situs e-commerce Indonesia yang
berfokus pada gaya hidup aktif, produksi konten, dan produk perjalanan. Penelitian ini
mengeksplorasi bagaimana kualitas antarmuka pengguna (User interface quality/UIQ),
kualitas informasi (Information quality/1Q), risiko keamanan yang dirasakan (Perceived
security risk/PR), privasi yang dirasakan (Perceived privacy/PP), dan kesadaran e-
commerce (E-commerce awareness/EA) mempengaruhi kepercayaan e-commerce (E-
commerce Trust/ET), dan kemudian bagaimana ET berpengaruh pada loyalitas e-
commerce (E-commerce Loyalty/ECL). Data dianalisis menggunakan PLS-SEM.
Temuan utama menunjukkan bahwa kualitas informasi, risiko keamanan yang dirasakan,
kualitas antarmuka pengguna, dan kesadaran e-commerce berpengaruh secara signifikan
dan positif terhadap kepercayaan e-commerce, menunjukkan bahwa konsumen
menghargai informasi yang akurat dan transaksi yang aman di platform tersebut.
Menariknya, privasi yang dirasakan tidak memiliki pengaruh signifikan terhadap
kepercayaan, mengindikasikan bahwa konsumen mungkin kurang memperhatikan
variabel ini atau bahwa aspek tersebut perlu diterapkan lebih efisien. Akhirnya, studi ini
menemukan bahwa kepercayaan e-commerce sangat penting dalam mendorong loyalitas
pelanggan, karena pengguna yang percaya pada wia.id cenderung tetap setia pada
platform tersebut. Penelitian ini dilakukan dengan menganalisis tanggapan dari 161
responden.

Kata kunci: Stimulus-Organism-Response; E-commerce; E-commerce Trust; E-
commerce Loyalty; User interface quality; Information quality; Perceived privacy;
Perceived security; E-commerce awareness
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FACTORS INFLUENCING E-COMMERCE TRUST AND
LOYALTY:A CASE STUDY OF WEBSITE

PT. WEARINASIA INTERNET AKSELERASI

Renih

ABSTRACT (English)

As technology advances, so does the expansion of e-commerce, as seen by platforms such
as wia.id, operated by Wearinasia Internet Akselerasi. This study looks at the elements
influencing e-commerce trust and loyalty at wia.id, an Indonesian e-commerce website
specializing in active lifestyles, content production, and travel items. The study
investigates how user interface quality (UIQ), information quality (IQ), perceived
security risk (PS), perceived privacy (PP), and e-commerce awareness (EA) influence e-
commerce trust (ET), and then how ET affects e-commerce loyalty (ECL). The data was
analysed using PLS-SEM. The main findings show that information quality, perceived
security risk, user interface quality and e-commerce awareness significantly and
positively influence e-commerce trust, demonstrating that consumers appreciate accurate
information and secure transactions on the platform. Interestingly, perceived privacy did
not significantly influence trust, indicating that consumers may not value these variables
or need to be more efficiently applied. Finally, the study finds that e-commerce trust is
critical for promoting customer loyalty, since users who trust wia.id are more likely to
stick with the platform. This study was conducted by analyzing responses from 161
participants.

Keywords: Stimulus-Organism-Response; E-commerce; E-commerce Trust; E-
commerce Loyalty; User interface quality; Information quality; Perceived privacy;
Perceived security; E-commerce awareness

viii
Analisis Faktor-Faktor ..., Renih, Universitas Multimedia Nusantara



DAFTAR ISI

HALAMAN PERNYATAAN TIDAK PLAGIAT ....iiicinnnniccsssnnnecssssnssecssnans ii
HALAMAN PERSETUJUAN.....covininiininisinsississsnssnsssssississsssssssssssssssssssssssanes iii
HALAMAN PENGESAHAN. ....coiiiitinninisinississsssssssissississsssssssssssssssssssssssanes iv

HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH
MAHASISWA ..uuiiiiiitiinineissecsissssssisssissssssssssissssssesssesssssssssssssssssssssssssssssssssssssss \%
KATA PENGANTAR ...coiiiiniiseicsnisnnssisssisssissesssissssssesssesssssssssssssssssssssssssssssssss vi
ABSTRAK .uuouiitiiniiiisnicssisnnsnisssissssssecssissssssesssssssssssssssssssssssssssssssssssssssssssasssses vii
ABSTRACT (ENGLISH) a.auueennnenonnniossuvrossarissssnisssssssssssssssssssssssssssssosssssossssssssssssses viii
DAFTAR ISLuucuiiiiiriiiinsnicsnisenssecssnssssssnssssssssssessssssssssssssssssssssssssssssssssssssssssssssns ix
DAFTAR TABEL...uucouiiiininsnicsnisecssecsenssesssessssssssssessassssssssssssssessssssasssssssssssss xiii
DAFTAR GAMBAR......cuuiuiiriceiiicsninsnisnississsnssnsssessssssssssessssssesssssssssssssssssens Xiv
DAFTAR LAMPIRAN .....ccoiivisicsnicncssessscssesssesssssssssssssssssssssssssssssssssssssssssssssses XV
BAB I PENDAHULUAN ....cccoevitntiinnnnnisnissnssncssissssssessssssasssessssssssssasssssssssssssssssssss 1
1.1 Latar Belakang Penelitian ............ccccoevieeiiieniieniieniieieeeie e 1
1.2 Rumusan Masalah dan Pertanyaan Penelitian...............cccocoeveeniieniennnnne. 13
1.3 Tujuan Penelitian.........cccccieiiieiieiiiieiieeieeee e 14
1.4 Manfaat Penelitian...........ccccoeieririiniiniieiinieeceeeee e 14
1.4.1 Manfaat Praktis ........cooceevieriiieniinieeiieseeeces e 14
1.4.2 Manfaat AKademis........ccceeueeveriiniiniiiieniesieceee e 15
1.5 Batasan Penelitian ...........ccccooiiviiiiiniiiiiiiinieieceseeee e 15
1.6 Sistematika PenuliSan............ccovervierieiiiiiinienieiieeccesee e 16
BAB II LANDASAN TEORI ....cuciiiininiinisinicinsenssnsnsssnssissessssssssssssssssssssssanes 18
2.1 TINJAUAN TEOTT ..eeuvieiiieiieeiieeiteeie ettt ettt et ettt et sebeeaeesebeeseeeaseenee 18
2.1.1 SOR (Stimulus — Organism — ReSPONSE).........cccccccveeeeecreseencveanenans 18
2.1.2 E-COMMOICE ..ottt 19
2.1.3 E-commerce LOYAILY ............cccueceeeeesoieiieeiieiieeie e eeeeiee e 22
2.1.4 E-COMMEICE TFUSE ..c...eveeeieeiieeeeeee ettt 22
2.1.5 Information QUALTLY ..........c.ccoueecueeiieiiieiieeie e 23
2.1.6 User Interface QUALILY ..........ccoevueeveeeoeieiieeiieeiieeie et 24
2.1.7 Percieved PriVACY .........cccccoueeueeiuieiiesieesiieeieeeiee et saeesvee e s 25
2.1.8 Percieved Security RISk .........cccccoueveevoeeiiieiiiieiieeieeeieeie et 25

X

Analisis Faktor-Faktor ..., Renih, Universitas Multimedia Nusantara



2.1.9 E-COMMEICE AWQFCIESS ....cooooveeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeaieeeeeeeseeenanns 26

2.2 Model Penelitian ..........coceeierieienieniieieniesieeeee e 27
2.3 HIPOLESIS .eevvieiieeiieeiieetieeiie et eetteeteestteebeesteeenbeeseeenbeesaesnseenseesnseenseesnseenne 28
2.3.1 Hubungan User Interface Quality dan E-commerce Trust................ 28
2.3.2 Hubungan Information quality dan E-commerce Trust..................... 28
2.3.3 Hubungan Perceived security Risk dan E-commerce Trust .............. 29
2.3.4 Hubungan Perceived Privacy dan E-commerce Trust ...................... 30
2.3.5 Hubungan E-Commerce Awareness dan E-commerce Trust ............ 30
2.3.6 Hubungan E-commerce Trust dan E-commerce Loyalty................... 31

2.4 Penelitian Terdahult ...........ooceeviiiiiniiiiiiiceeeee 32
BAB IIl METODOLOGI PENELITIAN .....ccovevinnnunnnisisnsicsessessessassasssssssnes 37
3.1 Gambaran Umum Objek Penelitian ...........cccoeceeeviieniienieniieiecieeieeen 37
3.2 Desain Penelitian.........cocueveiriirieriiniieieiienieeie st 40
3.3 Populasi dan Sampel Penelitian ............cccoooieviiieiieniiienienieciecieeee 42
3.3.1 POPULAST ettt ettt ettt 43
3.3.2 SAMPEL ..ot et 44

3.4 Teknik Pengumpulan Data..........cccoevieiiiiiiiiniieiieeeeee e 47
3.5 Metode Pengumpulan Data ...........ccoecieiiiiiiiiniiiiecieeeeeee e 48
3.6 Identfikasi Variabel Penelitian ..........cocoeoveviiivieiiineeienieneiieieceeeee 48
3.7 Operasionalisasi Variabel...........cccceeiiiriiiiiiiiiiieiiee e 50
3.8 Teknik Analisis Data........cccooiiiiiiiniiiieniiieieceeee e 53
3.8.1 Teknik Analisis Data Pre-Test...........ccceveeveroeneesenieneeienieneenens 53
3.8.2 Teknik Analisis Data Main Test ..........cccoeeveevoenieniniiniiienieneeins 54
BAB IV ANALISIS DAN PEMBAHASAN ....uiiinniinnsnricnnncsssniesssnessssrosssssosanns 58
4.1 Deskripsi Hasil Penelitian ............cccoevveioieenieeiiienieeiieriecieeee e 58
4.2 Karakteristik ReSponden ............cccceeriiiiiiiniieiiienieeeeee e 58
4.2.1 Karakteristik Responden Berdasarkan Usia ..........ccccocevviniinennnne. 58
4.2.2 Karakteristik Responden Berdasarkan Pendidikan..............c............ 59
4.2.3 Karakteristik Responden Berdasarkan Pekerjaan.............ccoceeeee. 60
4.2.4 Karakteristik Responden Berdasarkan Penghasilan per Bulan......... 61
4.2.5 Karakteristik Responden Berdasarkan Domisili...........coceveeiennnenee. 62

X
Analisis Faktor-Faktor ..., Renih, Universitas Multimedia Nusantara



4.3

4.4

4.5

4.6
4.7

4.8

4.2.6 Karakteristik Responden Berdasarkan Jumlah Transaksi di Website

WA e s 63
4.2.7 Karakteristik Responden Berdasarkan Produk yang Dibeli di Situs

WA e 64
Analisisis DeSKIIPtif.........ccciiriiiiiiiiiiiieeeee e 65
4.3.1 User Interface QUALILY ..........ccccoeeeeecieeeieeieeiieeie e 65
4.3.2 Information QUALILY ..........cccueecueeiiiiiieeciieeieeeeeee e 67
4.3.3 Perceived Security RiSK ..........ccccoovveeviieiieiieniieiieeie e 68
4.3.4 Perceived PFIVACY ..........ccccueeeieieeeiiiesiiesieesieeeieeieeseeesieesseesee e 69
4.3.5 E-COMMEICE AWATENESS .....eeoueeaeeeiiiaieeeiieeieenie et 70
4.3.6 E-COMMETCE TFUSE ..o 72
4.3.7 E-commerce LOVALLY .........ccoevvuieiieiiiieiieeiieeiieeie e 73
Uji INSIUMEN PFE-TEST .....c.eeeeeeeiieeiieeiieeieeiee ettt ste et 74
4.4.1 Uji Validitas Pre-TesSt .......ccueeueeiueeeieeiiieeieeiiieseeeeieesveeeieesveesee s 74
4.4.2 Uji Reliabilitas Pre-Test .......ccceeeeeeueeeieeieeiieeeieeiieeee e 77
Uji INStrUmMen Maif-TesSt .......cc..ceeueevueeiiieeieeiiieeieeeieeeie et 79
4.5.1 Uji Measurement Model (Outer model)................ccccevevcuencueannnnns.. 79
4.5.2 Hasil Uji Structural Model (Inner Model) .................ccooveeecevannne.. 84
UJL HIPOTESIS . .eevvieniieeirieiieeieeiie ettt ettt ettt e seaeesneesnseenseesaseenseennnas 86
Interpretasi Hasil Penelitian ............cccoceeviiiiiiiiiieiiiiiieiieeieceeeeeee e 90
4.7.1 Pengaruh User Interface Quality Terhadap E-commerce Trust ....... 90
4.7.2 Pengaruh Information quality Terhadap E-commerce Trust ............ 91
4.7.3 Pengaruh Perceived Security Risk Terhadap E-commerce Trust......92
4.7.4 Pengaruh Perceived Privacy Terhadap E-commerce Trust .............. 93
4.7.5 Pengaruh E-commerce Awareness Terhadap E-commerce Trust.....94
4.7.6 Pengaruh E-commerce Trust Terhadap E-commerce Loyalty .......... 95
Implikasi Manajerial ...........ccccooiiiiiiiiiiiiieiecce e 96

4.8.1 Upaya Dalam Menguatkan Efek User Interface Quality Terhadap E-
COMMEYCE THUST ..ottt 96
4.8.2 Upaya Dalam Menguatkan Efek Information Quality Terhadap E-

COMIMEECE THUSEcc..ooooveeeeeeeeeieeeeeeeeeeee ettt e e e e e e eeeeaareeeeeseeeeenaaes 98

X1
Analisis Faktor-Faktor ..., Renih, Universitas Multimedia Nusantara



4.8.3 Upaya Dalam Menguatkan Efek Perceived Security Risk Terhadap
E-COMMETCE TTUSE ..o 101

4.8.4 Upaya Dalam Menguatkan Efek E-commerce Awareness Terhadap
E-COMMETCE TTUSE ..ot 103

4.8.5 Upaya Dalam Menguatkan Efek E-commerce Trust Terhadap E-

COMMETCE LOVALLY ...t 105

BAB V SIMPULAN DAN SARAN .....ccocinininsinsinsensensanssissississesssssssssssssssssssnces 109

5.1 SIMPUIAN....coiiiiiiiie ettt 109

5.2 SATAN ...ttt et 111

5.2.1 Saran untuk Perusahaan............ccccoovieiiiiiniininiiniiceceeee, 111

5.2.2 Saran untuk Penelitian Selanjutnya ...........ccccoeeveevienieenieniieeieennen. 112

DAFTAR PUSTAKA .....cuiriieinininsnissississississsssssssssssssssssssssssesssssssssssssssssssnses 114

LAMPIRAN ....coviiirtintinnisnisisisssssssssssssssisstssssssssssssssssssssssssssstsssosssssssssssssssssssnses 123
xii

Analisis Faktor-Faktor ..., Renih, Universitas Multimedia Nusantara



DAFTAR TABEL

Tabel 2.1 Tabel Penelitian Terdahulu ...........cccoviiiiiiiniiniiniiniieeee 32
Tabel 3.1 Operasionalisasi Variabel ...........cccccoooiiiiiiiiienieniieieceeeee e 50
Tabel 4.1 KateGOTT MeEAR.......cc.oecueieiieiieiiieiieeie ettt ens 65
Tabel 4.2 Analisis Deskriptif User interface quality .............ccoooeevevvencreennennnnn. 66
Tabel 4.3 Analisis Deskriptif Information quality ...............ccccoeveeevienciennnnnnnn. 67
Tabel 4.4 Analisis Deskriptif Perceived Security visk............ccooevevevveecuvennennnnns 68
Tabel 4.5 Analisis Deskriptif Percieved PrivacCy .........c.cccucceeeeeeeceesceenciieineeanns 69
Tabel 4.6 Analisis Deskriptif E-commerce awareness ...............ccceeceeecevenveennnn. 71
Tabel 4.7 Analisis Deskriptif E-commerce Trust............cccueveevoueeeeeneenceiennenanns 72
Tabel 4.8 Analisis Deskriptif E-commerce LOyalty ..........c.ccoeveeeveveenceiennennnnns 73
Tabel 4.9 Analisis Tes Validitas Pre-Test.........cocoevevoueveeniiieneenenieieeieeienenne 74
Tabel 4.10 Analisis Tes Reliabilitas Pre-Test........ccoecveeeeeecieeieeeiienieeieesieeeiens 77
Tabel 4.11 Analisis Uji Measurement Model Main-Test..............ccccceeecveeeveennnnn. 80
Tabel 4.12 Analisis Uji Discriminant Validity Cross Loading Factor ................. 83
Tabel 4.13 Analisis Uji Discriminant Validity Fornell-Larcker Criterion........... 84
Tabel 4.14 Analisis Uji Boostraping Main -Test ............cccccccuevoeeeeeeveencreenneeanns 85
Tabel 4.15 Analisis Uji Boostraping Main -Test ............cccccceeeceeeeeeseencueenneeanans 85
Xiii

Analisis Faktor-Faktor ..., Renih, Universitas Multimedia Nusantara



DAFTAR GAMBAR

Gambar 1.1 Data Jumlah Pengguna Internet Global...........c..ccccovoiniiiiniiniinennn. 1
Gambar 1.2 Data Jumlah Pengguna Internet di Indonesia.........c..ccocceverienvencnnens 2
Gambar 1.3 Data Jumlah Pengguna Digital............ccccoeeviiiiiiiiiiiiieeieeeeee 3
Gambar 1.4 Data Waktu Penggunaan ............cccccceeviieiiiniieiieniecieeeeeieeeee e 3
Gambar 1.5 Data 10 Negara Pertumbuhan E-commerce .............ccocevcivvineenennnn. 5
Gambar 1.6 Data 10 Negara Pertumbuhan E-commerce ..............ccccoecvvvueneenennnnn. 5
Gambar 1.7 Data Pengguna Website WIA.ID ........ccccooieviiiiiiiniicieieeeeeee 6
Gambar 1.8 Perbandingan Penjualan Website dan Marketplace 2023 - 2024......... 8
Gambar 2.1 Contoh Penggunaan Theory SOR dalam Penelitian.......................... 19
Gambar 2.2 Model Penelitian ...........ccocueveerieiiiniinienienieeieeieseeee e 27
Gambar 3.1 Logo PT. Wearinasia Internet Akselerasi ..........ccoceevervvereeniennennene. 37
Gambar 3.2 Situs PT. Wearinasia Internet Akselerasi (wia.id) ...........ccceeeuveeneee. 38
Gambar 3.3 Gambaran Variabel EKSOZEeN..........cccoovveiiiieiieniiiiieiieeieiceeee 48
Gambar 3.4 Gambaran Variabel Endogen .............cccoeovviiiiiiiiniiniieienceeee 49
Gambar 4.1 Data Umur Responden .............ccceevviieiiiiiienieiiieiieceeceee e 58
Gambar 4.2 Data Pendidikan Responden..............cccoeovieniiniiiiniiniiieieeiceeeene 59
Gambar 4.3 Data Pekerjaan Responden..........cccccoovveviieniieniiiniienieeieeiceeeeene 60
Gambar 4.4 Data Pendapatan per Bulan Responden ..........c..ccoceeveriiniinincnnene. 61
Gambar 4.5 Data Domisili Responden............ccccoevieiiiiiieniienieiieeieciceeeeene 62
Gambar 4.6 Data Frekuensi Transaksi di Wia.id Responden .............ccccceeueennenn. 63
Gambar 4.7 Data Produk yang Dibeli Responden ............c.ccooveviiienieniiiniennnnne 64
Gambar 4.8 Data Hasil Uji Measurement Model.................ccccoeeeeeviencuiennannnnns 80
Gambar 4.9 Data Hasil Uji HIPOteSIS.......ccceeriiiiiiiiieeiieiieeit et 86
Gambar 4.10 Tampilan Situs Wia.id.......ccccieviiiiiiiiieiiieieeeere e 97
Gambar 4.11 Tampilan Pengajuan Situs Wia.id (Dark Mode) ..........cccceeveevennene. 97
Gambar 4.12 Contoh Tampilan FAQ........ccoeoviiiiiiiiiiiieieeeeeeeeee e 99
Gambar 4.13 Waktu Pengunggahan Konten WIA ..........cccocooeviiiniiiiiiieieee, 100
Xiv

Analisis Faktor-Faktor ..., Renih, Universitas Multimedia Nusantara



DAFTAR LAMPIRAN

LAMPIRAN A. FORMULIR KONSULTASI SKRIPSI PRODI

MANAJEMEN ..o 123
LAMPIRAN B HASIL OLAH DATA PRETEST ..o 124
LAMPIRAN C HASIL OLAH DATA MAINTEST ........cccooviiiiiiiicen 143
LAMPIRAN D KUISIONER .......ccccociiiiiiiiiiiiiiiiiiccecce e 148
LAMPIRAN E HASIL RESPONDEN .......cccociiiiiiiiiniiiiccccecee, 156
LAMPIRAN F HASIL TEST TURNITIN..........cccccooiiiiiiiiiiiiciecieee, 163

XV
Analisis Faktor-Faktor ..., Renih, Universitas Multimedia Nusantara



