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Teuku Al Radhy Mifta

ABSTRAK

Saat ini, persaingan industri e-commerce di Indonesia semakin ketat seiring
berkembangnya platform social commerce seperti TikTok Shop, yang berdampak
pada menurunnya minat dan loyalitas pengguna Lazada. Kondisi tersebut
mendorong Lazada untuk memaksimalkan berbagai faktor yang dapat
meningkatkan nilai yang dirasakan, kepuasan pelanggan, serta niat pembelian ulang
konsumen. Penelitian ini bertujuan untuk menganalisis pengaruh persepsi harga dan
kualitas pengiriman terhadap nilai yang dirasakan serta dampaknya terhadap
kepuasan pelanggan dan niat pembelian ulang pengguna Lazada di Indonesia.
Metode yang digunakan dalam penelitian ini adalah penelitian deskriptif dan
verifikatif dengan pendekatan kuantitatif serta teknik non-probability sampling.
Data diperoleh dari 150 responden pengguna Lazada dan dianalisis menggunakan
Partial Least Squares—Structural Equation Modeling (PLS-SEM) melalui aplikasi
SmartPLS. Temuan penelitian menunjukkan bahwa persepsi harga berpengaruh
negatif dan signifikan terhadap nilai yang dirasakan, sedangkan kualitas pengiriman
berpengaruh positif dan signifikan terhadap nilai yang dirasakan. Selanjutnya, nilai
yang dirasakan terbukti berpengaruh positif dan signifikan terhadap kepuasan
pelanggan serta niat pembelian ulang. Selain itu, kepuasan pelanggan berpengaruh
positif terhadap niat pembelian ulang dan berperan sebagai variabel mediasi dalam
hubungan antara nilai yang dirasakan dan niat pembelian ulang. Hasil penelitian ini
mengindikasikan bahwa peningkatan kualitas pengiriman dan penciptaan nilai yang
dirasakan konsumen menjadi faktor penting bagi Lazada dalam meningkatkan
kepuasan pelanggan dan mendorong pembelian ulang di tengah persaingan e-
commerce yang semakin kompetitif.

Kata kunci: Persepsi Harga, Kualitas Pengiriman, Nilai yang Dirasakan, Kepuasan

Pelanggan, Niat Pembelian Ulang.
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THE INFLUENCE OF PERCEIVED PRICE, DELIVERY QUALITY, AND
PERCEIVED VALUE REPURCHASE INTENTION THROUGH
COSTUMER SATISFACTION ON THE LAZADA
PLATFORM IN INDONESIA

Teuku Al Radhy Mifta
ABSTRACT

Currently, competition in Indonesia’s e-commerce industry has intensified along
with the rapid growth of social commerce platforms such as TikTok Shop, which
has affected Lazada’s user interest and customer loyalty. This condition encourages
Lazada to optimize various factors that can enhance perceived value, customer
satisfaction, and consumers’ repurchase intention. This study aims to analyze the
effect of perceived price and delivery quality on perceived value and their impact
on customer satisfaction and repurchase intention among Lazada users in
Indonesia. The method used in this study is descriptive and verificative quantitative
research with a non-probability sampling technique. The data were collected from
150 Lazada users and analyzed using Partial Least Squares—Structural Equation
Modeling (PLS-SEM) through the SmartPLS application. The findings indicate that
perceived price has a negative and significant effect on perceived value, while
delivery quality has a positive and significant effect on perceived value.
Furthermore, perceived value has a positive and significant effect on customer
satisfaction and repurchase intention. In addition, customer satisfaction has a
positive effect on repurchase intention and acts as a mediating variable in the
relationship between perceived value and repurchase intention. These results
suggest that improving delivery quality and strengthening perceived value are
crucial for Lazada to enhance customer satisfaction and encourage repeat
purchases amid increasingly intense e-commerce competition.

Keywords: Perceived Price, Delivery Quality, Perceived Value, Customer

Satisfaction, Repurchase Intention.
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