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ABSTRAK 

 

Studi ini dilakukan untuk menguji dampak Perceived Usefulness (X1) dan 

Perceived Ease of Use (X2) terhadap Customer Loyalty (Y) melalui Customer 

Satisfaction (Z) sebagai variabel mediasi. Populasi yang diteliti adalah konsumen 

pengguna Shopee di Kabupaten Kebumen. Sebanyak 170 responden dipilih 

menjadi sampel melalui metode non-probability sampling dengan pendekatan 

purposive sampling. Pengumpulan data dilakukan menggunakan kuesioner daring 

via Google Form, yang kemudian dianalisis secara deskriptif dan kuantitatif 

menggunakan perangkat lunak SmartPLS 3. Hasil riset mengindikasikan bahwa 

Perceived Usefulness dan Perceived Ease of Use memengaruhi Customer Loyalty 

dan Customer Satisfaction. Selain itu, terbukti bahwa Customer Satisfaction 

berperan memediasi secara parsial hubungan antara kedua variabel independen 

tersebut terhadap loyalitas pelanggan. 

Kata Kunci: Perceived Usefulness, Perceived Ease Of Use, Customer Loyalty, 

Customer Satisfaction 
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ABSTRACT 

This study aims to determine the effects of Perceived Usefulness (X1) and Perceived 

Ease of Use (X2) on Customer Loyalty (Y), with Customer Satisfaction (Z) acting 

as a mediating variable among Shopee users in Kebumen Regency. The population 

for this research consists of Shopee users residing in Kebumen. Utilizing a non-

probability sampling approach with a purposive sampling technique, a sample of 

170 respondents was selected. Data collection was conducted by distributing 

questionnaires via Google Forms. The gathered data were then analyzed both 

descriptively and quantitatively using SmartPLS 3.0 software. The empirical results 

demonstrate that both Perceived Usefulness and Perceived Ease of Use 

significantly affect Customer Loyalty as well as Customer Satisfaction. 

Furthermore, Customer Satisfaction was found to partially mediate the influence of 

both Perceived Usefulness and Perceived Ease of Use on Customer Loyalty. 

Keywords: Perceived Usefulness, Perceived Ease Of Use, Customer Loyalty, 

Customer Satisfaction. 
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