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Pengaruh Service Quality terhadap Satisfaction, Trust dan Loyalty 

Pada Pengguna E-Commerce Blibli di Wilayah Tangerang
Claudia Tanoto

ABSTRAK

Teknologi yang semakin maju telah mengubah cara hidup manusia dari era 

konvensional ke era digital. Masyarakat kini menginginkan layanan yang 

memudahkan aktivitas mereka, termasuk dalam berbelanja online. Blibli, salah 

satu platform e-commerce di Indonesia, menyediakan berbagai kemudahan, 

seperti pilihan produk yang beragam dan layanan pelanggan. Namun, terdapat 

beberapa kendala, seperti ketidaknyamanan terhadap layanan customer service, 

ketidaksesuaian barang, dan keterlambatan pengiriman. Masalah ini menjadi 

penting untuk diteliti karena dapat memengaruhi kepuasan, kepercayaan, dan 

loyalitas pengguna terhadap Blibli. Penelitian ini bertujuan untuk menganalisis 

pengaruh service quality terhadap customer satisfaction dan customer trust, 

pengaruh customer trust terhadap customer loyalty, serta pengaruh customer 

satisfaction terhadap customer loyalty pada pengguna Blibli di Tangerang. Metode 

yang digunakan adalah kuantitatif dengan teknik Judgemental Sampling. 

Sebanyak 147 kuesioner disebarkan, dan data dianalisis menggunakan PLS-SEM. 

Hasil penelitian menunjukkan bahwa Service Quality berpengaruh positif terhadap 

Customer Satisfaction, Service Quality berpengaruh positif terhadap Customer 

Trust. Service Quality berpengaruh positif terhadap Customer Loyalty. Customer 

Trust berpengaruh positif terhadap Customer Loyalty. Customer Satisfaction 

berpengaruh positif terhadap Customer Loyalty.

Kata Kunci: Service Quality, Customer Satisfaction, Customer Trust, Customer 

Loyalty
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The Influence of Service Quality on Satisfaction, Trust and 

Loyalty of Blibli E-Commerce Users in the Tangerang Area
Claudia Tanoto

ABSTRACT (English)

The increasingly advanced technology has changed the way of life of humans from 

the conventional era to the digital era. People now want services that make their 

activities easier, including online shopping. Blibli, one of the e-commerce 

platforms in Indonesia, provides various conveniences, such as a variety of 

product choices and customer service. However, there are several obstacles, such 

as inconvenience with customer service, inconsistency of goods, and late delivery. 

This problem is important to study because it can affect user satisfaction, trust, 

and loyalty to Blibli. This study aims to analyze the effect of service quality on 

customer satisfaction and customer trust, the effect of customer trust on customer 

loyalty, and the effect of customer satisfaction on customer loyalty of Blibli users 

in Tangerang. The method used is quantitative with the Judgemental Sampling 

technique. A total of 147 questionnaires were distributed, and the data were 

analyzed using PLS-SEM. The results of the study indicate that Service Quality 

has a positive effect on Customer Satisfaction, Service Quality has a positive 

effect on Customer Trust. Service Quality has a positive effect on Customer 

Loyalty. Customer Trust has a positive effect on Customer Loyalty. Customer 

Satisfaction has a positive effect on Customer Loyalty.

Keywords: Service Quality, Customer Satisfaction, Customer Trust, Customer 

Loyalty.
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