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ABSTRAK  

Salsabilla Aryshia Putri, 111811133059, Pengaruh E-Service Quality dan E-Trust 
terhadap E-Satisfaction Pengguna Grab-Food dari Generasi Z, Skripsi, Fakultas 
Psikologi Universitas Airlangga, 2022.  

xix + 108 halaman + 19 lampiran.  

Penelitian ini bertujuan untuk menguji kekuatan pengaruh dari e-service 
quality dan e-trust terhadap e-satisfaction dari pengguna Grab-Food dari 
Generasi Z. Mengukur e-service quality digunakan indikator yang dikemukakan 
oleh Zeithaml dkk., yang terdapat tujuh dimensi, antara lain yaitu efficiency, 
fulfilment, system availability, privacy, responsiveness, compensation, dan contact. 
Dalam mengukur E-Trust pada mengacu pada indikator yang dikemukakan oleh 
Keller dkk., terdiri dari empat dimensi yaitu, ability, benevolence, integrity, dan 
willingness to depend. Mengukur e-satisfaction pada penelitian ini mengacu pada 
indikator yang dikemukakan oleh Ranjbarian terdiri dari lima dimensi, yakni 
convenience, merchandising, site design, security, dan serviceability. 

Subjek dari penelitian ini terdiri dari 98 pengguna Grab-Food, dengan 
rentang usia lebih dari 12 tahun. Terdiri dari 89 perempuan dan 9 laki-laki. 
Penelitian ini menggunakan uji regresi dengan multiple regression sebagai teknik 
analisis data dengan bantuan program Jamovi 1.6.23. Hasil analisis uji regresi 
menunjukkan bahwa e-service quality berpengaruh positif dan signifikan terhadap 
e-satisfaction (p<0,001). Hasil uji regresi juga menyatakan bahwa e-trust 
berpengaruh positif dan signifikan pada e-satisfaction (p<0,003). E-service quality 
dan e-trust juga berpengaruh positif secara simultan terhadap e-satisfaction 
(p<0,001). Variabel e-service quality disokong oleh dimensi privacy dengan 
kekuatan 2,129. Variabel e-trust didominasi oleh dimensi integrity sebesar 1,985.  

 

Kata kunci: e-satisfaction, e-service quality, e-trust, generasi z 

Daftar Pustaka, 100 (2007-2022) 
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ABSTRACT  

Salsabilla Aryshia Putri, 111811133059, The Effect of E-Service Quality and E-
Trust on E-Satisfaction of Grab-Food Users from Generation Z, Thesis, Faculty of 
Psychology Universitas Airlangga, 2022. 

xx + 108 pages + 19 attachments.  

This study aims to examine the strength of the influence of e-service quality 
and e-trust on e-satisfaction of Grab-Food users from Generation Z. To measure e-
service quality, the indicators proposed by Zeithaml dkk., which have seven 
dimensions, include: namely efficiency, fulfillment, system availability, privacy, 
responsiveness, compensation, and contact. In measuring E-Trust, referring to the 
indicators proposed by Keller dkk., it consists of four dimensions, namely ability, 
benevolence, integrity, and willingness to depend. Measuring e-satisfaction in this 
study refers to the indicators proposed by Ranjbarian consisting of five dimensions, 
namely convenience, merchandising, site design, security, and serviceability. 

The subjects of this study consisted of 98 Grab-Food users, with an age 
range of more than 12 years. Consisting of 89 women and 9 men. This study uses a 
regression test with multiple regression as a data analysis technique with the help 
of the Jamovi 1.6.23 program. The results of the regression analysis showed that 
the quality of e-service had a positive and significant effect on e-satisfaction 
(p<0.001). The results of the regression test also stated that e-trust had a positive 
and significant effect on e-satisfaction (p<0.003). E-service quality and e-trust also 
have a simultaneous positive effect on e-satisfaction (p<0.001). The e-service 
quality variable is supported by the privacy dimension with a power of 2.129. The 
e-trust variable is dominated by the integrity dimension of 1.985. 

Keywords: e-satisfaction, e-service quality, e-trust, generation z 

References, 100 (2007-2022) 
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