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PENGARUH E-SERVICE QUALITY 

TERHADAP REPURCHASE INTENTION (STUDI PADA 

KONSUMEN E-COMMERCE BLIBLI) 

 

(Gracella Caroline) 

 

ABSTRAK 

 

Pertumbuhan e-commerce di Indonesia yang terus meningkat menciptakan 

persaingan yang semakin kompetitif, sehingga perusahaan perlu memahami faktor-

faktor yang mempengaruhi niat pembelian ulang (repurchase intention) untuk 

mempertahankan pelanggan. Penelitian ini bertujuan untuk menganalisis pengaruh 

customer service, fulfilment, platform design, security/privacy, dan trust terhadap 

repurchase intention pada pengguna platform E-Commerce Blibli. Penelitian 

menggunakan metode kuantitatif dengan pendekatan explanatory research melalui 

penyebaran kuesioner online kepada 135 responden yang merupakan pengguna 

aktif Blibli di Indonesia. Teknik pengambilan sampel yang digunakan adalah non-

probability sampling dengan metode purposive sampling. Data penelitian dianalisis 

menggunakan software SPSS versi 20 dengan teknik regresi linear berganda. Hasil 

penelitian menunjukkan bahwa customer service dan trust berpengaruh positif 

terhadap repurchase intention pengguna Blibli, sedangkan fulfilment, platform 

design, serta security/privacy tidak menunjukkan pengaruh signifikan dan 

cenderung negatif. Temuan ini menegaskan bahwa kualitas layanan dan 

kepercayaan menjadi faktor utama yang mendorong niat pembelian ulang, 

sementara aspek pemenuhan pesanan, desain platform, dan keamanan masih 

memerlukan evaluasi lebih lanjut. 

 

Kata kunci: customer service, fulfilment, platform design, security/privacy, trust, 

niat pembelian ulang, e-commerce Blibli 
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THE INFLUENCE OF E-SERVICE QUALITY 

ON REPURCHASE INTENTION (A STUDY ON E-COMMERCE 

BLIBLI) 

 

(Gracella Caroline) 

 

ABSTRACT (English) 

 

The rapid growth of e-commerce in Indonesia has intensified competition, requiring 

companies to understand the factors that influence consumers’ repurchase intention 

in order to retain customers. This study aims to analyze the effects of customer 

service, fulfilment, platform design, security/privacy, and trust on repurchase 

intention among users of the Blibli e-commerce platform. A quantitative research 

method with an explanatory approach was employed, and data were collected 

through an online questionnaire distributed to 135 respondents who are active Blibli 

users in Indonesia. The sampling technique used was non-probability sampling with 

a purposive sampling approach. The collected data were analyzed using SPSS 

version 20 with multiple linear regression analysis. The results indicate that 

customer service and trust have a positive and significant influence on repurchase 

intention, whereas fulfilment, platform design, and security/privacy exhibit negative 

and insignificant effects. These findings highlight that service quality and consumer 

trust play a crucial role in encouraging repurchase intention, while fulfilment 

processes, platform design, and privacy/security aspects require further 

improvement to enhance user experience. 

 

Keywords: customer service, fulfilment, platform design, security/privacy, trust, 

repurchase intention, e-commerce Blibli 
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