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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh website design, customer 

service dan privacy security di aplikasi Shopee terhadap e-service quality dengan 

customer satisfaction sebagai variabel mediasi. Dalam penelitian ini, poplasi yang 

digunakan sebagai responden adalah pengguna aplikasi Shopee dengan sampel 

sebanyak 135 responden. Pengambilan sampel dalam penelitian ini menggunakan 

non-probability sampling dengan teknik Purposive sampling, pengumpulan data 

dalam penelitian ini dilakukan melalui penyebaran kuesioner secara online 

menggunakan google form. Analisis data yang dilakukan adalah menggunakan 

Smart PLS versi 4.0. Metode pengujian data yang digunakan dalam penelitian ini 

meliputi outer model dan inner model. Hasil dalam penelitian ini menunjukkan 

bahwa website design dan privacy security berpengaruh positif dan signifikan 

terhadap e-service quality, customer service tidak berpengaruh signifikan terhadap 

e-service quality, website design, customer service, privacy security tidak 

berpengaruh signifikan terhadap customer satisfaction, customer satisfaction 

berpengaruh positif dan signifikan terhadap e-service quality, customer satisfaction 

memediasi website design dan privacy security terhadap e-service quality. 

Kata kunci: website design, customer service, privacy security, customer 

satisfaction, e-service quality. 
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ABSTRACT 

This study aims to analyze the effect of website design, customer service and privacy 

security in the Shopee application on e-service quality with customer satisfaction 

as a mediating variable. In this study, the population used as respondents was 

Shopee application users with a sample of 135 respondents. Sampling in this study 

used non-probability sampling with a Purposive sampling technique. Data 

collection in this study was carried out by distributing questionnaires online using 

the Google form. Data analysis was carried out using Smart PLS version 4.0. The 

data testing method used in this study includes the outer model and the inner model. 

The results in this study indicate that website design has a positive and significant 

effect on e-service quality, customer service has no significant effect on e-service 

quality, privacy security has a positive and significant effect on e-service quality, 

website design has no significant effect on customer satisfaction, customer service 

has no significant effect on customer satisfaction, privacy security has no 

significant effect on customer satisfaction, customer satisfaction has a positive and 

significant effect on e-service quality, customer satisfaction mediates website 

design and privacy security on e-service quality. 

Keywords: website design, customer service, privacy security, customer 

satisfaction, e-service quality. 
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