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ABSTRAK

Fajar Cahya, 202110325286. Pengaruh Nilai Pelanggan, Kepercayaan
Konsumen dan Kualitas Pelayanan Terhadap Kepuasan Konsumen E-commerce

Shopee di Wilayah Kecamatan Babelan .

Penelitian ini bertujuan untuk menganalisis pengaruh nilai pelanggan,
kepercayaan konsumen, dan kualitas pelayanan terhadap kepuasan konsumen
Shopee di Kecamatan Babelan. Metode yang digunakan adalah kuantitatif
deskriptif dan verifikatif dengan 102 responden melalui teknik purposive sampling.
Analisis dilakukan melalui uji validitas, reliabilitas, asumsi klasik, regresi linier
berganda, uji t, dan uji F, di mana hasil uji t menunjukkan bahwa nilai pelanggan
(X1) berpengaruh signifikan terhadap kepuasan konsumen dengan t-statistik 6,247
(p-value < 0,001), kepercayaan konsumen (X2) dengan t-statistik 3,773 (p-value <
0,001), dan kualitas pelayanan (X3) dengan t-statistik 3,248 (p-value = 0,002), serta
uji F menunjukkan pengaruh simultan yang signifikan dengan F hitung 63,717 (p-
value < 0,001) dan Adjusted R* sebesar 0,655. Kesimpulannya, ketiga variabel
tersebut secara bersama-sama berperan penting dalam membentuk kepuasan
konsumen Shopee.

Kata kunci: Nilai Pelanggan, Kepercayaan Konsumen, Kualitas Pelayanan,

Terhadap Kepuasan Konsumen.
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ABSTRACT

Fajar Cahya, 202110325286 The Influence of Customer Value, Consumer
Trust and Service Quality on Shopee E-commerce Consumer Satisfaction in

Babelan District.

This study aims to analyze the influence of customer value, consumer trust,
and service quality on Shopee consumer satisfaction in Babelan District. The
method used is quantitative descriptive and verification with 102 respondents
through purposive sampling technique. The analysis was carried out through
validity, reliability, classical assumptions, multiple linear regression, t-test, and F-
test, where the results of the t-test show that customer value (X1) has a significant
effect on consumer satisfaction with a t-statistic of 6.247 (p-value <0.001),
consumer trust (X2) with a t-statistic of 3.773 (p-value <0.001), and service quality
(X3) with a t-statistic of 3.248 (p-value = 0.002), and the F-test shows a significant
simultaneous effect with a calculated F of 63.717 (p-value <0.001) and an Adjusted
R?0f 0.655. In conclusion, these three variables together play an important role in
shaping Shopee consumer satisfaction.

Keywords: The Influence of Customer Value, Consumer Trust and Service

Quality on Consumer Satisfaction.
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