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ABSTRACT 

 

This study was conducted on female Shopee users in the Indonesian 

ShopeePay Community, aiming to determine and analyze the effect of website 

quality on customer loyalty with customer satisfaction and e-wom as mediation. 

The population in this study were female Shopee users in the Indonesian 

Shopeepay community. The sample was 130 respondents. This study used a 

descriptive quantitative method. The sampling technique used nonprobability 

sampling then used the purposive sampling method, where the sample was 

selected based on certain criteria that had been determined by the researcher. 

Data collection used a questionnaire (Google Form). The data analysis technique 

used a scale range and Partial Least Square (PLS). The results of this scale range 

calculation indicate that website quality is in the good category, customer 

satisfaction is in the satisfied category, e-wom is in the trust category, and 

customer loyalty is in the loyal category. The results of this study indicate that 

website quality has a significant positive effect on customer satisfaction, website 

quality has a positive effect on e-wom, website quality has a significant negative 

effect on customer loyalty, customer satisfaction has a significant positive effect 

on customer loyalty, and e-wom has a significant positive effect on customer 

loyalty. and customer satisfaction and e-wom significantly mediate the effect of 

website quality on customer loyalty.  
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ABSTRAKS 

 

Penelitian ini dilakukan pada wanita pengguna shopee pada Komunitas 

ShopeePay Indonesia, bertujuan untuk mengetahui dan menganalisis pengaruh 

website quality terhadap loyalitas pelanggan dengan customer satisfaction dan e-

wom sebagai mediasi. Populasi pada penelitian ini adalah wanita pengguna 

shopee pada komunitas shopeepay indonesia. Sampel sebanyak 130 responden. 

Penelitian ini menggunakan metode kuantitatif deskriptif. Teknik pengambilan 

sampel menggunakan nonprobability sampling kemudian menggunakan metode 

purposive sampling, dimana sampel dipilih berdasarkan kriteria tertentu yang 

telah ditentukan peneliti. Pengumpulan data menggunakan kuisioner (Google 

Form). Teknik analisis data menggunakan rentang skala dan Partial Least Square 

(PLS). Hasil perhitungan rentang skala ini menunjukkan bahwa website quality 

berada dalam kategori baik, customer satisfaction berada dalam kategori puas, e-

wom berada dalam kategori percaya, dan loyalitas pelanggan berada pada kategori 

loyal. Hasil penelitian ini menunjukkan bahwa website quality berpengaruh positif 

signifikan terhadap customer satisfaction, website quality berpengaruh positif 

terhadap e-wom, website quality berpengaruh negatif signifikan terhadap loyalitas 

pelanggan, customer satisfaction berpengaruh positif signifikan terhadap loyalitas 

pelanggan, dan e-wom berpengaruh positif signifikan terhadap loyalitas 

pelanggan. serta customer satisfaction dan e-wom memediasi secara signifikan 

pengaruh website quality terhadap loyalitas pelanggan.  

 

Kata Kunci: Website Quality, Customer Satisfaction, E-WOM, Loyalitas Pelanggan. 
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