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ABSTRAK 
 
Maycel Claristha / 70200343 / 2024 / Pengaruh E-Service Quality dan Customer Perceived 
Value Terhadap Loyalitas Pelanggan Pada E-Commerce Tokopedia (Studi Kasus 
Pelanggan Di Jakarta) / Dosen Pembimbing : Supriyanto, S.A.B., M.Si. 

 
Tahun 2021 Tokopedia mendominasi dengan jumlah pengguna e-commerce terbanyak di 
Indonesia, namun pada tahun 2022-2023 Tokopedia mengalami penurunan jumlah 
pengguna. Tokopedia juga menghadapi tantangan lain terkait privasi dalam layanan 
elektronik yaitu kasus bocornya 91 juta data pelanggan Tokopedia pada Mei 2020, yang 
kemudian dijual oleh pihak tidak bertanggung jawab, memberikan dampak negatif pada 
reputasi bisnis Tokopedia. Keamanan data pelanggan menjadi isu serius, dan Tokopedia 
telah berusaha mengatasi masalah ini, memastikan memenuhi standar kualitas layanan 
elektronik. Meskipun begitu, masih terdapat berbagai kendala yang dialami pelanggan 
yang dapat dilihat melalui ulasan pada google play store ataupun google my business. 

 
Teori yang digunakan dalam penelitian ini merupakan E-Service Quality, Customer 
Perceived Value, dan Loyalitas Pelanggan. Variabel bebas (independent) terdiri dari E- 
Service Quality dan Customer Perceived Value. Untuk variabel terikat (dependen) adalah 
Loyalitas Pelanggan. 

 
Penelitian ini fokus pada analisis pengguna E-Commerce Tokopedia di wilayah Jakarta. 
Metode yang diterapkan adalah penelitian kuantitatif dengan menggunakan kuesioner yang 
disebar kepada 110 responden. Pengumpulan data dilakukan melalui teknik komunikasi, 
sementara pengambilan sampel menggunakan metode non-probability sampling. Analisis 
data melibatkan uji validitas, uji reabilitas, analisis deskriptif, uji asumsi klasik, serta 
analisis regresi linier berganda yang mencakup uji F, uji t, dan koefisien determinasi. 

 
Temuan dari uji asumsi klasik menunjukkan bahwa model regresi memenuhi prasyarat, 
dengan residu yang terdistribusi secara normal, tanpa adanya heteroskedastisitas, dan tanpa 
keberadaan multikolinearitas. Analisis regresi berganda menunjukkan bahwa model regresi 
dapat diaplikasikan untuk memprediksi loyalitas pelanggan. Berdasarkan uji t, disimpulkan 
bahwa E-Service Quality dan Customer Perceived Value memiliki nilai signifikansi di 
bawah 0,05, mengindikasikan bahwa hipotesis dapat diterima. 

 
Hasil penelitian menunjukkan bahwa E-Service Quality dan Customer Perceived Value 
berkontribusi secara positif dan signifikan terhadap loyalitas pelanggan. Oleh karena itu, 
dapat disimpulkan bahwa: (1) E-Service Quality berpengaruh positif dan signifikan 
terhadap loyalitas pelanggan di platform E-Commerce Tokopedia. (2) Customer Perceived 
Value juga berpengaruh positif dan signifikan terhadap loyalitas pelanggan di platform E- 
Commerce Tokopedia. 

 
Kata Kunci: E-Service Quality, Customer Perceived Value, Loyalitas Pelanggan 
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ABSTRACT 
 
Maycel Claristha / 70200343 / 2024 / The Influence of E-Service Quality and Customer 
Perceived Value on Customer Loyalty in Tokopedia E-Commerce (Case Study of 
Customers in Jakarta) /Advisor: Supriyanto, S.A.B., M.Si. 

 
In 2021 Tokopedia dominated with the highest number of e-commerce users in Indonesia, 
but in 2022-2023 Tokopedia experienced a decline in the number of users. Tokopedia also 
faces other challenges related to privacy in electronic services, namely the case of the leak 
of 91 million Tokopedia customer data in May 2020, which was then sold by irresponsible 
parties, having a negative impact on Tokopedia's business reputation. Customer data 
security is a serious issue, and Tokopedia has tried to overcome this problem, ensuring it 
meets electronic service quality standards. Even so, there are still various problems 
experienced by customers which can be seen through reviews on Google Play Store or 
Google My Business. 

 
The theories used in this research are E-Service Quality, Customer Perceived Value, and 
Customer Loyalty. The independent variables consist of E-Service Quality and Customer 
Perceived Value. The dependent variable is Customer Loyalty. 

 
The subjects under investigation in this study comprised individuals utilizing E-Commerce 
Tokopedia in Jakarta. Employing quantitative research methods, data was gathered 
through communication techniques, involving the distribution of questionnaires to 110 
Tokopedia application users. Non-probability sampling was utilized as the sampling 
technique. The data analysis procedures incorporated in this study encompass validity and 
reliability tests, descriptive analysis, classical assumption testing, and multiple linear 
regression analysis (F test, t test, and coefficient of determination). 

 
The outcomes of the classical assumption test indicate that the regression model satisfies 
the necessary assumptions, specifically that residuals exhibit a normal distribution, there 
is an absence of heteroscedasticity, and multicollinearity is not present. Multiple 
regression analysis results demonstrate the model's applicability in predicting customer 
loyalty, with the t test indicating that E-Service Quality and Customer Perceived Value 
hold significance levels below 0.05, thereby supporting the acceptance of the hypotheses. 

 
The study's findings reveal that E-Service Quality and Customer Perceived Value exert a 
positive and noteworthy influence on Customer Loyalty. Consequently, it can be concluded 
that: (1) E-Service Quality positively and significantly impacts Customer Loyalty within 
the Tokopedia E-Commerce platform. (2) Customer Perceived Value also positively and 
significantly affects Customer Loyalty within the Tokopedia E-Commerce platform. 

 
Keywords: E-Service Quality, Customer Perceived Value, Customer Loyalty 
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