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PENGARUH CUSTOMER E -TRUST SEBAGAI
INTERMEDIASI TERHADAP CUSTOMER E-RETENTION
PADA MARKETPLACE LAZADA (STUDI KASUS PADA

GENERASI 7)
(Daffa Ramanda Elysandi)

ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh Website Design,
Reliability, dan Perceived Ease of Use terhadap Customer E-Retention
dengan Customer E-Trust sebagai variabel mediasi pada pengguna Generasi

Z platform Lazada. Penelitian ini menggunakan pendekatan kuantitatif

dengan teknik pengumpulan data melalui kuesioner online kepada 126
responden. Analisis data dilakukan menggunakan metode Partial Least
Square - Structural Equation Modeling (PLS-SEM). Hasil penelitian

menunjukkan bahwa Website Design dan Reliability berpengaruh positif
dan signifikan terhadap Customer E-Trust, sedangkan Perceived Ease of

Use tidak berpengaruh signifikan. Pada variabel Customer E-Retention,
Reliability dan Perceived Ease of Use terbukti berpengaruh signifikan,
sementara Website Design dan Customer E-Trust tidak memiliki pengaruh
langsung yang signifikan. Selain itu, Customer E-Trust tidak berperan
sebagai variabel mediasi yang signifikan antara ketiga variabel bebas
terhadap retensi pelanggan. Temuan ini mengindikasikan bahwa keandalan
layanan dan kemudahan penggunaan menjadi faktor kunci dalam
meningkatkan loyalitas pelanggan Generasi Z, sementara kepercayaan
digital belum cukup kuat sebagai jembatan untuk membentuk retensi tanpa
didukung elemen lain seperti kepuasan pengguna. Penelitian sebelumnya
lebih banyak meneliti pengaruh kualitas layanan dan promosi terhadap
e-retention, namun masih sedikit yang meneliti e-trust sebagai mediasi dari
faktor desain, keandalan, dan kemudahan penggunaan terhadap retensi
pengguna khususnya Generasi Z.

Kata kunci: Customer E-Trust, Customer E-Retention, Website Design,
Reliability, Perceived Ease of Use.
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The Role of Customer E-Trust as a Mediating Variable on
Customer E-Retention in the Lazada Marketplace (A Case Study

on Generation 7))
(Daffa Ramanda Elysandi)

ABSTRACT (English)

This study aims to analyze the influence of Website Design, Reliability,
and Perceived Ease of Use on Customer E-Retention, with Customer
E-Trust as a mediating variable among Generation Z users of the Lazada
platform. A quantitative approach was employed, with data collected
through an online questionnaire from 126 respondents. Data were analyzed
using the Partial Least Squares - Structural Equation Modeling (PLS-SEM)
method. The results indicate that Website Design and Reliability have a
positive and significant effect on Customer E-Trust, while Perceived Ease of
Use does not show a significant influence. Regarding Customer
E-Retention, Reliability and Perceived Ease of Use have significant effects,
whereas Website Design and Customer E-Trust do not have a direct
significant impact. Additionally, Customer E-Trust does not serve as a
significant mediating variable between the three independent variables and
customer retention. These findings suggest that service reliability and ease
of use are key factors in enhancing Generation Z customer loyalty, while
digital trust alone is not a strong enough bridge to foster retention without
the support of other elements such as user satisfaction. Previous studies
have mainly focused on the impact of service quality and promotions on
e-retention, with limited research examining e-trust as a mediator of the

effects of design, reliability, and ease of use on user retention, particularly
among Generation Z.

Keywords: Website Design, Reliability, Perceived Ease of Use, Customer
E-Trust, Customer E-Retention.
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