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ABSTRAK 

Idham Rizki Muttaqin: “Pengaruh e-service quality dan e-trust terhadap 

repurchase intention melalui e-satisfaction sebagai variabel intervening pada e-

commerce : Studi pada pengguna e-commerce di Jabodetabek” Skripsi, Jakarta: 

Program Studi Manajemen, Fakultas Ekonomi, Universitas Negeri Jakarta. Tim 

Pembimbing: Prof. Dr. Mohamad Rizan, M.M. dan Ika Febrilia S.E, M.M  

Tujuan dari penelitian ini adalah untuk menguji pengaruh: 1) e-service quality 

terhadap e-satisfaction. 2) e-trust terhadap e-satisfaction. 3) e-service quality terhadap 

repurchase intention. 4) e-trust terhadap repurchase intention 5) e-satisfaction 

terhadap repurchase intention 6) e-service quality terhadap repurchase intention 

melalui e-satisfaction 7) e-trust terhadap repurchase intention melalui e-satisfaction. 

Metode pengumpulan data menggunakan survei dengan instrumen berupa kuesioner 

yang disebarkan secara online. Teknik pengambilan sampel yang digunakan dalam 

penelitian ini adalah teknik non-probability sampling.  Responden adalah mereka yang 

pernah melalukan transaksi sebanyak tiga kali dalam tiga bulan terakhir pada e-

commerce. Sebanyak 260 responden dilibatkan, data dianalisis dengan menggunakan 

SPSS versi 26 dan Lisrel. Hasil penelitian ini berdasarkan hipotesis menunjukkan 

bahwa hipotesis e-service quality terhadap e-satisfaction diterima dan signifikan, e-

trust terhadap e-satisfaction diterima dan signifikan, e-service quality terhadap 

Repurchase Intention diterima dan signifikan, e-trust terhadap repurchase intention 

diterima dan signifikan, e-satisfaction terhadap repurchase intention diterima dan 

signifikan, e-service quality terhadap repurchase intention melalui e-satisfaction 

diterima dan signifikan, e-trust terhadap repurchase intention melalui e-satisfaction 

diterima dan signifikan 

 

Kata kunci: E-Service Quality, E-Trust, E-Satisfaction, Repurchase Intention   
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ABSTRACT 

Idham Rizki Muttaqin: "The Influence of e-service quality and e-trust on 

repurchase intention through e-satisfaction as an intervening variable on e-

commerce : studies on e-commerce users in Jabodetabek" Thesis, Jakarta: 

Management Study Program, Faculty of Economics, Jakarta State University. 

Advisory Team: Prof. Dr. Mohamad Rizan, M.M. and Ika Febrilia S.E, M.M 

 

The aim of this research is to test the influence of: 1) e-service quality on e-

satisfaction. 2) e-trust towards e-satisfaction. 3) e-service quality on repurchase 

intention. 4) e-trust to repurchase intention 5) e-satisfaction to repurchase intention 6) 

e-service quality to repurchase intention through e-satisfaction 7) e-trust to repurchase 

intention through e-satisfaction. The data collection method uses a survey with an 

instrument in the form of a questionnaire distributed online. The sampling technique 

used in this research is a non-probability sampling technique. Respondents were those 

who had made transactions three times in the last three months on e-commerce. A total 

of 260 respondents were involved, data was analyzed using SPSS version 26 and Lisrel. 

The results of this study based on the hypothesis indicate that the e-service quality 

hypothesis on e-satisfaction is accepted and significant, e-trust on e-satisfaction is 

accepted and significant, e-service quality on repurchase intention is accepted and 

significant, e-trust on repurchase intention is accepted and significant, e-satisfaction 

to repurchase intention is accepted and significant, e-service quality to repurchase 

intention through e-satisfaction is accepted and significant, e-trust to repurchase 

intention through e-satisfaction is acceptable and significant 

 

Keywords: E-Service Quality, E-Trust, E-Satisfaction, Repurchase Intention 
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