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PENGARUH E-SERVICE QUALITY TERHADAP 

CONTINUOUS USAGE INTENTION MELALUI CUSTOMER 

SATISFACTION DAN E-TRUST PADA E-COMMERCE 

ZALORA  

 (Alpin Wibowo) 

ABSTRAK 
 

Penelitian ini bertujuan untuk menganalisis pengaruh e-service quality, 
customer satisfaction, dan e-trust terhadap continuous usage intention 
dalam e-commerce Zalora. Latar belakang penelitian ini dilandasi oleh 
menurunnya jumlah kunjungan dan unduhan aplikasi Zalora, meskipun 
kategori fashion merupakan produk yang paling banyak dibeli melalui 
e-commerce di Indonesia. Kondisi ini menunjukkan pentingnya memahami 
bagaimana kualitas layanan, kepuasan, dan kepercayaan pengguna dapat 
mempengaruhi keinginan mereka untuk terus menggunakan platform 
tersebut. Penelitian ini menggunakan pendekatan kuantitatif dengan metode 
Structural Equation Modeling - Partial Least Squares (SEM-PLS). Data 
dikumpulkan melalui survei online menggunakan kuesioner kepada 80 
responden yang merupakan pengguna aktif Zalora. Hasil penelitian 
menunjukkan bahwa e-service quality berpengaruh positif signifikan 
terhadap customer satisfaction dan e-trust. Selanjutnya, customer 
satisfaction dan e-trust juga berpengaruh positif signifikan terhadap 
continuous usage intention. Penelitian ini juga menemukan bahwa customer 
satisfaction dan e-trust memediasi pengaruh e-service quality terhadap 
continuous usage intention, baik secara parsial maupun simultan. Temuan 
ini menyimpulkan bahwa kepuasan dan kepercayaan pengguna merupakan 
elemen penting dalam menjembatani kualitas layanan dengan niat 
penggunaan berkelanjutan. Implikasi praktis dari temuan ini menunjukkan 
bahwa Zalora perlu meningkatkan kualitas layanan dan membangun 
kepercayaan pengguna untuk mendorong nian penggunaan berkelanjutan 
secara konsisten. 
 

Kata kunci: e-service quality, customer satisfaction, e-trust, continuous 
usage intention, Zalora 
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THE INFLUENCE OF E-SERVICE QUALITY ON 

CONTINUOUS USAGE INTENTION THROUGH CUSTOMER 

SATISFACTION AND E-TRUST IN ZALORA E-COMMERCE 

ABSTRACT (English) 
 

This study aims to analyze the influence of e-service quality, customer 
satisfaction, and e-trust on continuous usage intention within the Zalora 
e-commerce platform. The background of this research is based on the 
decline in visits and app downloads of Zalora, despite fashion being one of 
the most purchased product categories in Indonesian e-commerce. This 
condition highlights the importance of understanding how service quality, 
user satisfaction, and trust influence users' intention to continue using the 
platform. This research uses a quantitative approach with the Structural 
Equation Modeling - Partial Least Squares (SEM-PLS) method. Data were 
collected through an online survey using a questionnaire distributed to 80 
respondents who are active Zalora users. The results indicate that e-service 
quality has a significant positive effect on customer satisfaction and e-trust. 
Furthermore, customer satisfaction and e-trust also significantly affect 
continuous usage intention. The study also found that customer satisfaction 
and e-trust mediate the relationship between e-service quality and 
continuous usage intention, both partially and simultaneously. These 
findings conclude that user satisfaction and trust are key elements in 
bridging service quality with continuous usage intention. The practical 
implication of this study suggests that Zalora needs to enhance its service 
quality and build user trust to encourage consistent continued usage. 
 

Keywords: e-service quality, customer satisfaction, e-trust, continuous 
usage intention, Zalora 

 

 

ix 
Pengaruh E-Service Quality …, Alpin Wibowo, Universitas Multimedia Nusantara 



 
 

DAFTAR ISI 

 

 

HALAMAN PERNYATAAN TIDAK PLAGIAT............................................... ii 
HALAMAN PERSETUJUAN............................................................................. iii 
HALAMAN PENGESAHAN...............................................................................iv 
HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH........................v 
KATA PENGANTAR............................................................................................vi 
ABSTRAK........................................................................................................... viii 
ABSTRACT (English)............................................................................................ix 
DAFTAR ISI........................................................................................................... x 
DAFTAR TABEL.................................................................................................xii 
DAFTAR GAMBAR...........................................................................................xiii 
DAFTAR LAMPIRAN....................................................................................... xiv 
BAB I  
PENDAHULUAN...................................................................................................1 

1.1 Latar Belakang Penelitian............................................................................ 1 
1.2 Rumusan Masalah dan Pertanyaan Penelitian............................................12 
1.3 Tujuan Penelitian........................................................................................13 
1.4 Manfaat Penelitian..................................................................................... 14 
1.5 Batasan Penelitian...................................................................................... 15 

BAB II  
LANDASAN TEORI............................................................................................. 16 

2.1 Tinjauan Teori............................................................................................ 16 
2.2 Penelitian Terdahulu...................................................................................25 
2.3 Model Penelitian........................................................................................ 29 
2.4 Hipotesis.....................................................................................................30 

BAB III  
METODOLOGI PENELITIAN.............................................................................38 

3.1 Gambaran Umum Objek Penelitian........................................................... 38 
3.2 Desain Penelitian........................................................................................41 
3.3 Populasi dan Sampel Penelitian................................................................. 44 
3.4 Teknik Pengumpulan Data......................................................................... 47 
3.5 Operasionalisasi Variabel........................................................................... 48 
3.6 Teknik Analisis Data.................................................................................. 51 

BAB IV  
ANALISIS DAN PEMBAHASAN......................................................................57 

x 
Pengaruh E-Service Quality …, Alpin Wibowo, Universitas Multimedia Nusantara 



 
 

4.1 Karakteristik Responden............................................................................ 57 
4.2 Analisisis Deskriptif...................................................................................60 
4.3 Uji Instrumen Pre-Test............................................................................... 65 
4.4 Uji Instrumen Main-Test............................................................................ 66 
4.5 Uji Hipotesis...............................................................................................76 
4.6 Interpretasi Hasil Penelitian....................................................................... 80 
4.7 Implikasi Manajerial.................................................................................. 95 

BAB V  
SIMPULAN DAN SARAN................................................................................ 101 

5.1 Simpulan.................................................................................................. 101 
5.2 Saran.........................................................................................................105 

DAFTAR PUSTAKA..........................................................................................109 
LAMPIRAN........................................................................................................ 112 
 

 

 

 

 

xi 
Pengaruh E-Service Quality …, Alpin Wibowo, Universitas Multimedia Nusantara 



 
 

 

DAFTAR TABEL 
 

Tabel 1.1 Data Perbandingan Jumlah Pengunjung E-Commerce Zalora Pada 
Tahun 2019 – 2023...................................................................................................7 
Tabel 1.2 Data Unduh Aplikasi Pengguna E-Commerce Zalora Pada Tahun 
2021–2023................................................................................................................7 
Tabel 2.1 Penelitian Terdahulu...............................................................................25 
Tabel 3.1 Tabel Operasional Variabel.................................................................... 49 
Tabel 4. 1 Kategori Penelitian Interval...................................................................61 
Tabel 4. 2 Hasil Jawaban Responden Terhadap Variabel E-Service Quality......... 61 
Tabel 4. 3 Hasil Jawaban Responden Terhadap Variabel Customer Satisfaction 
……………………………………………………………………………………62 
Tabel 4. 4 Hasil Jawaban Responden Terhadap Variabel E-Trust..........................63 
Tabel 4. 5 Hasil Jawaban Responden Terhadap Variabel Continuous Usage 
Intention................................................................................................................. 64 
Tabel  4. 6 Tabel Uji Pre-Test.................................................................................65 
Tabel 4. 7 Hasil Uji Convergent Validity............................................................... 68 
Tabel 4. 8 Hasil Cross Loading Factor...................................................................70 
Tabel 4. 9 Hasil Fornell-Larcker Criterion.............................................................71 
Tabel 4. 10 Hasil Uji Cross Loadings.................................................................... 72 
Tabel 4. 11 Hasil Uji Ulang Fornell-Lacker Criterion........................................... 72 
Tabel 4. 12 Hasil Uji Internal Consistency............................................................ 73 
Tabel 4. 13 Hasil Uji R-Square.............................................................................. 74 
Tabel 4. 14 Hasil Uji Path Coefficients..................................................................75 

xii 
Pengaruh E-Service Quality …, Alpin Wibowo, Universitas Multimedia Nusantara 



 
 

DAFTAR GAMBAR 
Gambar 1.1 Data Penjualan E-Commerce Global 2021-2027................................. 1 
Gambar 1.2 Tingkat Penetrasi E-Commerce di Indonesia.......................................2 
Gambar 1.3 Jumlah Pengguna E-Commerce di Indonesia.......................................3 
Gambar 1.4 Nilai Transaksi E-Commerce di Indonesia.......................................... 4 
Gambar 1.5 Barang yang Dibeli Melalui E-Commerce periode Januari 2023........ 5 
Gambar 1.6 survei internet di Indonesia tahun 2023............................................... 5 
Gambar 1.7 Kunjungan E-Commerce terbanyak 2022............................................ 6 
Gambar 1.8 Ulasan Aplikasi Pengguna Zalora di App Store dan Play Store Pada 
Tahun 2025...............................................................................................................8 
Gambar 2.1 Model Penelitian................................................................................ 29 
Gambar 3.1 Logo Zalora........................................................................................ 38 
Gambar 3.2 Website Zalora....................................................................................39 
Gambar 3.3 Model Assessment Using PLS-SEM 
Sumber:  Pathak, K., et al., 2022............................................................................54 
Gambar 4. 1 Responden Berdasarkan Usia............................................................57 
Gambar 4. 2 Responden Berdasarkan Jenis Kelamin............................................ 58 
Gambar 4. 3 Responden Berdasarkan Domisili..................................................... 58 
Gambar 4. 4 Responden Berdasarkan Memiliki Akun Resmi Zalora....................59 
Gambar 4. 5 Responden Berdasarkan Penggunaan Platform Zalora..................... 60 
Gambar 4. 6 Uji Outer Loadings............................................................................67 

 

 

xiii 
Pengaruh E-Service Quality …, Alpin Wibowo, Universitas Multimedia Nusantara 



 
 

DAFTAR LAMPIRAN 
Lampiran A Jurnal Utama.................................................................................... 112 
Lampiran B Hasil Uji Pre-Test.............................................................................127 
Lampiran C Hasil Uji Main Test.......................................................................... 132 
Lampiran D Pertanyaan Kuesioner...................................................................... 136 
Lampiran E Hasil Persentase Turnitin................................................................. 145 
Lampiran F Data Kuesioner................................................................................. 146 
Lampiran G Form Bimbingan..............................................................................148 
 

xiv 
Pengaruh E-Service Quality …, Alpin Wibowo, Universitas Multimedia Nusantara 


	HALAMAN PERNYATAAN TIDAK PLAGIAT 
	HALAMAN PERSETUJUAN 
	 
	HALAMAN PENGESAHAN 
	HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH  
	KATA PENGANTAR 
	ABSTRAK 
	ABSTRACT (English) 
	 
	 
	DAFTAR ISI 
	 
	 
	DAFTAR TABEL 
	DAFTAR GAMBAR 
	 
	 
	DAFTAR LAMPIRAN 

