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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
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