ABSTRACT

This research aim to examine and analyze effect of e-service quality,
information quality and ease of use to e-loyalty with e-satisfaction as
Intervening variables (Studies on B2C e-commerce Lazada Indonesia
customer)

This research did through the distribution of questionnaires to 115
Lazada Indonesia customer in Semarang with random sampling method. This
research used software SPSS Statistic 22. The technique of data testing in this
research includes validity test, reliability test, the classical assumption test,
path analysis that is development of multiple linear regression and sobel test
to examine mediation effect from independent variabel to dependent variabel.

The result of this research indicates that: e-service quality has positive
effect and significant to e-satisfaction, information quality has positive effect
and significant to e-satisfaction, ease of use has positive effect and significant
to e-satisfaction, e-service quality has positive effect and significant to e-
loyalty, information quality has positive effect and significant to e-loyalty,
ease of use has positive effect but not significant to e-loyalty, and e-satisfaction
has a positive and significant effect on e-loyalty. The sobel test shows that e-
satisfaction can mediate the effect of e-service quality, information quality,
ease of use to e-loyalty
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