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ABSTRACT 

 

This research seeks the influence of E-Trust on Insun Wardrobe customer loyalty 

on the TikTokShop e-commerce platform. Data was collected from 150 respondents 

in Pangkalpinang City through questionnaires and analyzed using statistical tests 

on SPSS. The results showed that E-Trust was able to explain 18.5% of the variation 

in customer loyalty, and the remaining 81.5% was explained by other variables. 

The regression equation is Y = 6.226 + 0.239X1 + 0.212X2 + 0.191X3 + e. The F 

test shows a significant positive effect between the independent variables of trust, 

product quality, and service on the dependent variable of customer loyalty, and the 

T test proves a positive and significant effect between each variable measured. This 

research provides additional insight for Insun Wardrobe to develop strategies to 

increase customer loyalty. 

Keywords: E-Commerce, E-Trust, Customer Loyalty, Tiktokshop 
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ABSTRAK 

 

Penelitian ini mencari pengaruh E-Trust terhadap loyalitas pelanggan Insun 

Wardrobe pada platform e-commerce TikTokShop. Data dikumpulkan dari 150 

responden di Kota Pangkalpinang melalui kuesioner dan dianalisis menggunakan 

uji statistik pada SPSS. Hasil penelitian menunjukkan bahwa E-Trust mampu 

menjelaskan 18,5% variasi loyalitas pelanggan, dan sisanya sebesar 81,5% 

dijelaskan oleh variabel lain. Persamaan regresinya adalah Y = 6,226 + 0,239X1 + 

0,212X2 + 0,191X3 + e. Dengan Uji F menunjukkan adanya pengaruh positif 

signifikan antara variabel independen kepercayaan, kualitas produk, dan pelayanan 

terhadap variabel dependen loyalitas pelanggan, dan uji T membuktikan adanya 

pengaruh secara positif dan signifikan antara masing-masing variabel yang diukur. 

Penelitian ini memberikan tambahan wawasan bagi Insun Wardrobe untuk 

mengembangkan strategi dalam meningkatkan loyalitas pelanggan. 

Kata kunci: E-Commerce, E-Trust, Loyalitas Pelanggan,  Tiktokshop 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

vii 
 

DAFTAR ISI 

Halaman 

HALAMAN PENGESAHAN LAPORAN HASIL PENELITIAN ......................... i 

LEMBAR PERNYATAAN .................................................................................... ii 

KATA PENGANTAR ............................................................................................ ii 

ABSTRACT ............................................................................................................ v 

ABSTRAK ............................................................................................................ vii 

DAFTAR ISI ........................................................................................................ viii 

DAFTAR GAMBAR .............................................................................................. x 

DAFTAR TABEL ................................................................................................. xii 

DAFTAR LAMPIRAN ......................................................................................... xii 

BAB 1 PENDAHULUAN ...................................................................................... 1 

1.1. Latar Belakang.......................................................................................... 1 

1.2. Rumusan Masalah .................................................................................... 2 

BAB II LANDASAN TEORI ................................................................................. 3 

2.1 E-Trust ...................................................................................................... 3 

2.1.1 Faktor-Faktor E-Trust yang dapat mempengaruhi Loyalitas 

pelanggan ......................................................................................................... 4 

2.2 Loyalitas Pelanggan.................................................................................. 6 

2.3 E-Commerce ............................................................................................. 7 

2.4 Tiktokshop................................................................................................. 8 

2.5 Hubungan antara Loyalitas Pelanggan, E-Trust, dan Platform E-

Commerce Tiktokshop ......................................................................................... 9 

2.6 Indikator Penelitian ................................................................................ 10 

2.6.1 Indikator Kepercayaan (x1): ........................................................... 10 



 

viii 
 

2.6.2 Indikator Kualitas (x2): ................................................................... 12 

2.6.3 Indikator Pelayanan (x3): ................................................................ 13 

2.6.4 Indikator Loyalitas Pelanggan: ....................................................... 15 

2.7 Tinjauan Pustaka .................................................................................... 16 

2.8 Kerangka Konseptual ............................................................................. 21 

2.9 Hipotesa .................................................................................................. 22 

BAB III TUJUAN DAN MANFAAT................................................................... 25 

3.1 Tujuan ..................................................................................................... 25 

3.2 Manfaat ................................................................................................... 25 

BAB IV METEOLOGI PENELITIAN ................................................................. 26 

4.1 Alur Penelitian ........................................................................................ 26 

4.2 Populasi & Sample ................................................................................. 27 

4.3 Sumber data dan jenis data ..................................................................... 29 

4.4 Teknik pengumpulan data ...................................................................... 29 

4.5 Lokasi dan Lama Pengerjaan Penelitian................................................. 29 

4.6 Teknik Analisis Data .............................................................................. 30 

BAB V HASIL PENELITIAN DAN PEMBAHASAN ....................................... 31 

5.1 Tinjauan Umum ...................................................................................... 31 

5.2 Hasil Responden ..................................................................................... 33 

5.2.1 Karakteristik Responden ................................................................. 33 

5.3 Hasil Penelitian ....................................................................................... 37 

5.3.1 Uji Validitas .................................................................................... 37 

5.3.2 Uji Reliabilitas ................................................................................ 39 

5.3.3 Uji Asumsi Klasik ........................................................................... 40 

5.3.4 Uji Hipotesis.................................................................................... 43 



 

ix 
 

BAB VI PENUTUP .............................................................................................. 52 

6.1 Kesimpulan ............................................................................................. 52 

6.2 Saran ....................................................................................................... 54 

DAFTAR PUSTAKA ........................................................................................... 55 

LAMPIRAN .......................................................................................................... 58 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

x 
 

DAFTAR GAMBAR 

Halaman 

Gambar 2.1 Kerangka Konseptual ........................................................................ 21 

Gambar 4.1 Alur Penelitian................................................................................... 26 

Gambar 4.2 E-Commerce Insun Wardrobe ........................................................... 27 

Gambar 5.1 Struktur Organisasi ............................................................................ 32 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xi 
 

DAFTAR TABEL 

Halaman 

Tabel 2.1 Tinjauan Pustaka ................................................................................... 16 

Tabel 5.1 Hasil Karakteristik Responden Kategori Jenis Kelamin ....................... 33 

Tabel 5.2 Hasil Karakteristik Responden Kategori Usia ...................................... 34 

Tabel 5.3 Hasil Karakteristik Responden Kategori Pendidikan Terakhir ............. 35 

Tabel 5.4 Hasil Karakteristik Responden Kategori Lama Penggunaan Layanan E-

commerce Tiktokshop Insun Wardrobe ................................................................. 36 

Tabel 5.5 Hasil Uji Validitas X1 ........................................................................... 37 

Tabel 5.6 Hasil Uji Validitas X2 ........................................................................... 38 

Tabel 5.7 Hasil Uji Validitas X3 ........................................................................... 38 

Tabel 5.8 Hasil Uji Validitas Loyalitas Pelanggan ............................................... 38 

Tabel 5.9 Hasil Uji Relibilitas ............................................................................... 39 

Tabel 5.10 Hasil Uji Normalitas ........................................................................... 41 

Tabel 5.11 Hasil Uji Heteroskedastisitas menggunakan metode uji glejser ......... 42 

Tabel 5.12 Hasil Uji Multikolinieritas .................................................................. 43 

Tabel 5.13 Hasil Analisis Koefisien Determinasi ................................................. 44 

Tabel 5.14 Hasil Analisis Regresi Linear Berganda ............................................. 46 

Tabel 5.15 Hasil Uji F ........................................................................................... 48 

Tabel 5.16 Hasil Uji T ........................................................................................... 50 

 

 

 

 

 

 

 

 



 

xii 
 

DAFTAR LAMPIRAN 

Halaman 

Lampiran i LOA .................................................................................................... 59 

Lampiran ii Link Publikasi Jurnal ......................................................................... 60 

Lampiran iii Lembar Persentase Plagiat ............................................................... 61 

Lampiran iv Surat Balasan Tempat Penelitian ...................................................... 62 

Lampiran v Kartu Bimbingan ............................................................................... 63 

Lampiran vi Biodata Penulis ................................................................................. 64 

 

 


	HALAMAN COVER LUAR
	HALAMAN COVER DALAM
	HALAMAN PENGESAHAN LAPORAN HASIL PENELITIAN
	LEMBAR PERNYATAAN 
	KATA PENGANTAR 
	ABSTRACT   
	ABSTRAK   
	DAFTAR ISI 
	DAFTAR GAMBAR 
	DAFTAR TABEL 
	DAFTAR LAMPIRAN

