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Arief Darmawan

ABSTRAK

Penelitian ini bertujuan untuk menguji pengaruh Customer Experience terhadap
Customer Loyalty pada pengguna E-Commerce Shopee di Kabupaten Pringsewu.
Rumusan masalah mencakup: (1) sejauh mana Customer Experience memengaruhi
loyalitas pelanggan, (2) dimensi CX manakah yang paling dominan, dan (3)
hubungan antara lima dimensi CX (personalization, accessibility, convenience,
customer recognition, helpfulness & problem solving) dengan loyalitas. Metode
yang digunakan adalah surver kuantitatif dengan kuesioner Likert pada 127
responden purposive sampling. Data dianalisis melalui uji validitas, rehiabilitas,
asumsi klasik, regresi limer berganda, koefisien determinasi, dan uj F. Hasil
menunjukkan CX secara simultan signifikan memengaruli loyahtas (F = 105,454;
p < 0,001: R* = 0,813). Secara parsial, personalization (p = 0,255; p = 0,002),
accessibility (f=0,171; p=0,016), dan helpfulness & problem solving (p=0,321:
p < 0,001) signifikan, sedangkan convenience dan customer recognition tidak.
Temuan ini memberikan dasar strategi peningkatan loyalitas melalu optimalisasi
personalization, accessibility, dan problem solving.

Kata Kunci: Customer Experience, Customer Lovalty, Shopee
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THE EFFECT OF CUSTOMER EXPERIENCE ON CUSTOMER LOYALTY
ON THE SHOPEE E-COMMERCE PLATFORM IN PRINGSEWU
REGENCY

Arief Darmawan
ABSTRACT

This study examines the effect of Customer Experience on Customer Layalty among
Shopee e-commerce users in Pringsewu Regency. The research problems are: (1)
the overall impact of Customer Experience on loyvalty, (2) the most dominant CX
dimension, and (3) the relationship between five CX dimensions (personalization,
accessibility, convenience, customer recognition, helpfulness & problem solving)
and loyalty. A gquantitative swrvey using a Likert-scale questionnaire was
administered to 127 purposively sampled respondents. Data were processed
through validity and reliability tests, classical assumption checks, multiple linear
regression, determination coefficient, and F-test. Findings reveal that CX
simultaneously affects loyalty significantly (F = 105.434; p < 0.001; R* = 0.813).
Individually, personalization (B = 0.255; p = 0.002), accessibility (f=0.171; p=
0.016), and helpfulness & problem solving (f = 0.321; p < 0.001) are significant
predictors, while convenience and recognition are not. These results inform
strategies to enhance loyalty by optimizing personalization, accessibility, and
problem-solving fearures.

Keywords: Customer Experience, Customer Loyalty, Shopee
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