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PENGARUH E-COMMERCE EXPERIENCE

TERHADAP CUSTOMER SATISFACTION,

CUSTOMER TRUST, DAN CUSTOMER LOYALTY

(STUDI PADA KONSUMEN TOKOPEDIA)

Devlin Welson Lee

ABSTRAK

Pertumbuhan e-commerce di Indonesia mendorong Tokopedia untuk meningkatkan

loyalitas pelanggan di tengah persaingan dengan Shopee dan TikTok Shop.

Penelitian ini menganalisis pengaruh User Interface Quality (UIQ), Information

Quality (IQ), Perceived Information Security (PIS), dan Privacy Perception (PP)

terhadap Customer Loyalty (CL) melalui Customer Satisfaction (CS) dan Customer

Trust (CT). Penelitian menggunakan pendekatan kuantitatif dengan desain

conclusive causal dan single cross-sectional. Data diperoleh dari 216 pengguna

Tokopedia dan dianalisis menggunakan SEM-PLS (SmartPLS 4). Hasil penelitian

menunjukkan bahwa seluruh variabel independen berpengaruh positif signifikan

terhadap CS dan CT, sementara CS dan CT berpengaruh positif signifikan terhadap

CL serta memediasi hubungan antar variabel. Temuan ini menegaskan pentingnya

peningkatan kualitas antarmuka, informasi, keamanan, dan privasi untuk

memperkuat kepuasan, kepercayaan, dan loyalitas pengguna Tokopedia.

Kata kunci: User Interface Quality, Information Quality, Perceived Information
Security, Privacy Perception, Customer Satisfaction, Customer Trust,
Customer Loyalty
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INFLUENCE OF E-COMMERCE EXPERIENCE

ON CUSTOMER SATISFACTION, CUSTOMER TRUST,

AND CUSTOMER LOYALTY

(A STUDY ON TOKOPEDIA CONSUMERS)

Devlin Welson Lee

ABSTRACT

The growth of e-commerce in Indonesia requires Tokopedia to strengthen customer

loyalty amid competition from Shopee and TikTok Shop. This study examines the

influence of User Interface Quality (UIQ), Information Quality (IQ), Perceived

Information Security (PIS), and Privacy Perception (PP) on Customer Loyalty

(CL), with Customer Satisfaction (CS) and Customer Trust (CT) as mediators. A

quantitative method with a conclusive–causal and single cross-sectional design

was used. Data were collected from 216 Tokopedia users and analyzed using SEM-

PLS (SmartPLS 4). Results indicate that all independent variables significantly

affect CS and CT, while both CS and CT significantly influence CL and mediate the

relationships among variables. These findings highlight the importance of

enhancing interface quality, information clarity, security, and privacy to improve

satisfaction, trust, and loyalty on Tokopedia.

Keywords: User Interface Quality, Information Quality, Perceived Information
Security, Privacy Perception, Customer Satisfaction, Customer Trust,
Customer Loyalty
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