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PENGARUH E-SERVICE QUALITY DAN E-TRUST TERHADAP 

E-LOYALTY DENGAN E-SATISFACTION SEBAGAI VARIABEL MEDIASI 

PADA LOGISTIK E-COMMERCE 

 

 Ahmad Fauzi 

ABSTRAK 

Perkembangan e-commerce di Indonesia telah mendorong transformasi 

sektor logistik, dengan munculnya layanan logistik internal seperti Shopee 

Express dan penyedia pihak ketiga seperti J&T, JNE, SiCepat, dan GoSend. 

Penelitian ini bertujuan untuk menganalisis pengaruh e-service quality dan 

e-trust terhadap e-loyalty dengan e-satisfaction sebagai variabel mediasi 

pada layanan logistik e-commerce di Indonesia. Penelitian ini menggunakan 

pendekatan kuantitatif dengan metode survei, melibatkan responden 

pengguna yang pernah menggunakan layanan logistik tersebut. Data 

Pre-Test dianalisis menggunakan IBM SPSS Statistics 25 dan data 

Main-Test dianalisis menggunakan PLS-SEM dengan perangkat lunak 

SmartPLS. Hasil penelitian menunjukkan bahwa e-service quality dan 

e-trust berpengaruh signifikan terhadap e-satisfaction dan e-loyalty, 

kemudian e-satisfaction juga terbukti memediasi yang memperkuat 

pengaruh e-service quality dan e-trust terhadap e-loyalty. Secara 

keseluruhan, semakin baik kualitas layanan dan semakin tinggi kepercayaan 

pelanggan, maka kepuasan dan loyalitas mereka terhadap layanan logistik 

e-commerce akan meningkat.  

 

Kata kunci: e-service quality, e-trust, e-satisfaction, e-loyalty, logistik 

e-commerce 
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The Influence of E-Service Quality and E-Trust on E-Loyalty with 

E-Satisfaction as a Mediating Variable in E-Commerce Logistics 

 

 Ahmad Fauzi 

ABSTRACT (English) 

The development of e-commerce in Indonesia has driven the transformation 

of the logistics sector, marked by the emergence of in-house logistics 

services such as Shopee Express and third-party providers like J&T, JNE, 

SiCepat, and GoSend. This study aims to analyze the influence of e-service 

quality and e-trust on e-loyalty, with e-satisfaction as a mediating variable 

in the context of e-commerce logistics services in Indonesia. The research 

adopts a quantitative approach using a survey method, involving 

respondents who have previously used these logistics services. Pre-test data 

were analyzed using IBM SPSS Statistics 25, while main-test data were 

analyzed using PLS-SEM with SmartPLS software. The results indicate that 

both e-service quality and e-trust have a positive and significant effect on 

e-satisfaction and e-loyalty. Furthermore, e-satisfaction is proven to 

mediate and strengthen the influence of e-service quality and e-trust on 

e-loyalty. Overall, the better the service quality and the higher the customer 

trust, the greater their satisfaction and loyalty toward e-commerce logistics 

services. 

 

Keywords: e-service quality, e-trust, e-satisfaction, e-loyalty, e-commerce 

logistics 
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