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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh perceived value dan e-service 

quality terhadap customer loyalty dengan customer satisfaction sebagai variabel 

intervening pada pengguna Shopee di Kabupaten Kebumen. Populasi dalam 

penelitian ini adalah masyarakat di Kabupaten Kebumen yang pernah 

menggunakan Shopee untuk berbelanja online. Jumlah sampel dalam penelitian ini 

sebanyak 100 responden. Teknik pengambilan sampel yang digunakan adalah 

purposive sampling. Metode yang digunakan dalam penelitian ini adalah metode 

kuantitatif. Teknik pengumpulan data menggunakan kuesioner. Analisis data yang 

digunakan adalah analisis jalur dengan program SPSS 26 dan sobel test. Hasil 

penelitian ini menunjukan bahwa perceived value dan e-service quality 

berpengaruh terhadap customer satisfaction. Selanjutnya perceived value, e-service 

quality, dan customer satisfaction berpengaruh terhadap customer loyalty. Serta 

customer satisfaction dapat memediasi antara variabel perceived value dan e-

service quality terhadap customer loyalty. 

 

Kata kunci: perceived value, e-service quality, customer satisfaction, customer 

loyalty 
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ABSTRACT 

This research aims to analyze the influence of perceived value and e-service quality 

on customer loyalty with customer satisfaction as an intervening variable for 

Shopee users in Kebumen Regency. The population in this research are people in 

Kebumen Regency who have used Shopee for online shopping. The number of 

samples in this research was 100 respondents. The sampling technique used was 

purposive sampling. The method used in this research is a quantitative method. The 

data collection technique uses a questionnaire. The data analysis used is path 

analysis with the SPSS 26 program and the Sobel test. The results of this research 

show that perceived value and e-service quality influence customer satisfaction. 

Furthermore, perceived value, e-service quality, and customer satisfaction 

influence customer loyalty. And customer satisfaction can mediate between the 

variables perceived value and e-service quality on customer loyalty. 

 

Keywords: perceived value, e-service quality, customer satisfaction, customer 

loyalty 
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