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ABSTRAK

Annisaa Fitri Iswahyunita(1406269), “Pengaruh Online Shopping Experience
dan Customer Satisfaction Terhadap Repurchase Intention (Survei Pada
Pengguna Fashion Online Lazada)”, dibawah bimbingan Dr. Lili Adi Wibowo,
S.Pd, S.Sos, M.M, dan Dr. Bambang Widjajanta, M.M

Abstrak: Penelitian ini bertujuan untuk memperoleh (1) gambaran tingkat online
shopping experience, (2) gambaran customer satisfaction, dan (3) gambaran
repurchase intention (4) pengaruh online shopping experience dan customer
satisfaction terhadap repurchase intention. Desain penelitian yang digunakan
adalah cross sectional method dengan menggunakan pendekatan deskriptif dan
verifikatif yaitu dengan pemaparan variabel terkait hubungan atau pengaruh yang
kemudian terbentuk kesimpulan. Objek penelitian yang menjadi variabel terikat
adalah repurchase intention (), online shopping experience (X1) serta customer
satisfaction (X2). Populasi dalam penelitian ini adalah pengguna fashion online di
Lazada yang berjumlah 647.350. Metode yang digunakan adalah random
sampling dengan ukuran sampel sebanyak 100 responden dengan karakteristik (1)
Pria dan Wanita, (2) Responden yang pernah membeli produk fashion di Lazada
lebih dari satu kali, Teknik analisis data yang digunakan adalah path analysis.
Hasil temuan penelitian ini menunjukan bahwa gambaran online shopping
experience, customer satisfaction dan repurchase intention berada pada kategori
baik. Online shopping experience dan customer satisfaction memiliki pengaruh
yang signifikan terhadap repurchase intention baik secara parsial maupun
simultan.

Kata Kunci : Niat Beli Ulang, Kepuasan Pelanggan, Pengalaman Belanja Online
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ABSTRACT

Annisaa Fitri Iswahyunita (1406269), “The Effect of Online Shopping
Experience and Customer Satisfaction on Repurchase Intention (A Survey of
Customer Fashion Online Lazada)”. Under the guadine of Dr. Lili Adi Wibowo,
S.Pd, S.Sos, M.M, and Dr. Bambang Widjajanta, M.M

Abstarct: This Study aims to obtain ((1) an overview of online shopping
experience, (2)an overview of customer satisfaction (3) an overview of repurchase
intention, and (3) the magnitude of the influence of online shopping
experienceand customer satisfaction on repurchase intention. The design of this
study was cross sectional method using a descriptive and verification type
approach, namely by exposing the related variables to test the relationship or
influence which then formed conclusions. The object of research that is the
dependent variable is repurchase intention (Y), online shopping experience (X1)
and customer satisfaction (X2). The population in this study were consumer
fashion online at Lazada, amounting to 647,350. The method used is random
sampling with a sample size of 100 respondents with characteristics (1) Female
and Male, (2) Respondents who have bought fashion in Lazada. The data analysis
technique used is path analysis. The findings of this study show that the picture of
online shopping experience and customer satisfavtion is in a good category.
Online shopping experience and customer satisfaction has a significant influence
on repurchase intention.

Keywords: repurchase intention, customer satisfaction, online shopping
experience
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