
 
 
 

154

6 

IC-EMBUS            VOL.1,  2023 

             

  

International Conference on Economy, 

Management, and Business (IC-EMBus) 
VOL. 1, 2023 p. 1546-1554 

https://journal.trunojoyo.ac.id/icembus 

Analysis of Factors That Influence Customer Satisfaction with  
Online Purchases in E-Commerce in Indonesia  

Marlita Anggreani
1
, M. Rizky Aldilah

2
,Dheo Rimbano

3
,Masliatul Arna

4
, Sinthiya 

Wulan Dari
5
, Bunga Daratista

6
, Ella Purbasari

7
  

Bina Insan University, Lubuklinggau 
 
INFO ARTIKEL 

 
Abstract 
 

Keywords:  

 
Factor Analysis, Customer 
Satisfaction, Online 
Purchases, E-Commerce. 

This research will combine factors that have previously 
been researched to identify factors that can influence 
consumer satisfaction. This research will be adapted to a 
context that suits millennial consumers who are said to be 
the group that contributes the most to ecommerce 
businesses in Indonesia. The development of e-commerce 
is the level of presentation of the internet and mobile device 
users which continues to increase, allowing more people to 
access various online shopping platforms, such as online 
shop websites, marketplace applications, social media, and 
many more. Methods used in research This is a systematic 
literature review (SLR) method. Data obtained from 
journals published on Sinta and Google Scholar, totaling 30 
journals reviewed. All customers have expectations 
regarding the quality of the product they want, so they can 
make good purchasing decisions. So it can be informed 
that product quality is able to position a business in the 
global market, that good product quality will have a positive 
impact on customer satisfaction, while poor product quality 
will have a negative impact on customer disappointment. 
Therefore, it can be concluded that the good or bad quality 
of the product will influence customer purchasing interest. 
Based on the results of previous research that has been 
carried out, it can be concluded that factors influence 
satisfaction, factors that influence consumer loyalty, 
analysis of online purchasing behavior factors. (E-
Commerce), and Analysis of the Effect of E-Commerce 
Implementation on Consumer Satisfaction  
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INTRODUCTION  

In this era, people use information and communication technology to carry 
out buying and selling transactions for goods and services via the internet or often 
known as ecommerce. E-commerce provides many options for fast shopping just 
by staying at home without having to go directly to the store. The evolution of 
technology and communication has made access via mobile phones easy and 
omnichannel access using the click and collect method conveniently and quickly, 
thus making it one of the prominent characteristics of the Indonesian millennial 
generation who use e-commerce retail (Medcom, 2020; Chong 2018 in (Sidanta, et 
al.,2022)), Marketing strategies have a strategic role in the success of a product in 
reaching consumers. (Fathor & Fatmariyah, 2023). When consumers purchase a 
product or brand, they will get a brand experience. (Wantara at. all, 2023) 

The internet is a communication medium for humans in various corners of 
the world. Internet use has increased drastically in recent years. One generation 
that often uses the Internet is Generation Z or often called Gen-Z. The world's 
population is growing and creating several generations, starting from the Baby 
Boomers Generation (1946 – 1960) to Generation Z or Gen-Z (1995 – 2010). 
Actually, after Gen-Z there is the next generation, namely Gen Alpha (2011 – 
2025), but in this study we analyzed Gen-Z. ( FR, AP, Sukardi, et al 2022), Several 
studies emphasize customer loyalty as the core of sales. (Jannah & Pranjoto, 
2023). Another study explains that hospitality is not an absolute factor that can 
improve a tourist destination. (Arief at. all, 2022), Efficiency can be improved by 
identifying the distribution of marketing costs among various intermediaries in the 
marketing channel. (Syarif at. all, 2022) 

  The development of e-commerce is the level of presentation of the 
internet and mobile device users that continues to increase, allowing more and 
more people to access various online shopping platforms, such as online store 
websites, marketplace applications, social media, and many more (circlo, 2020 in 
(Salsabilaet al., 2022). In the service business, a high level of contact is required 
between the service provider and the customer. The more satisfied customers are 
with the service experience they receive, the more they feel they can trust the 
organization itself and the personnel providing the service. (Wantara, 2015). 

 Several previous studies have found various factors that can influence 
consumer satisfaction. Research conducted by Deyalange and Kulathunga (2019) 
found the importance of website design factors, perceived security and customer 
service. Furthermore, research by Rasli at al. (2018) consider website design, 
information quality and transaction capacity as the most influential factors in the 
context of research in Indonesia. This is also supported by research by 
DharmestidanNugroho (2013) which found that the information quality factors of 
payment systems, delivery, securities and customer service. In contrast, research 
by Wilson and Cristella (2019) states that consumer satisfaction is influenced by 
product variations and delivery services, but website design does not have a 
significant effect. (In Sidanta, et al ., 2022). Digitalization gives more power to 
customers and makes businesses think about how to win the market. (Jannah, 
2021). Internet users use the internet to communicate and make transactions, sell 
goods, do business, and work. (Andriani at. all, 2022). One of the elements that 
plays an important role in development is the social capital owned by the 
community. (Rasyid at. all, 2023)  

 Consumer purchasing decisions are usually based on the brand or needs 
that consumers currently need (Ling, D'Alessandro, &Winzar, 2015). The shift in 
consumer behavior in making purchases from offline to online is because they are 
aware of their needs (aware), and the presence of e-commerce can easily attract 
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consumers' attention to use it (appeal). Consumers will also search for e-
commerce to determine their needs (ask). Consumer confidence in their decision to 
make a purchase (act) after searching for ecommerce information , consumers will 
start recommending it to other potential consumers to make online purchases in e -
commerce (advocate). (Kotler, Kertajaya, &Setiawan, 2017) in ( 
Rachmadhani2022). Online shopping refers to the transaction process that occurs 
between a seller and a buyer on a website. (Wantara & Suryato, 2023) 

   

 STUDY OF LITERATURE  

Online Purchase  
Online shopping is a process where consumers directly buy goods, 

services and other things from a seller interactively and in real-time without any 
intermediary media via the Internet. Through shopping via the Internet, a buyer can 
see in advance the goods and services he wants to shop for via the website 
promoted by the seller. This online shopping activity is a new form of 
communication that does not require direct face-to-face communication, but can be 
done separately from and to all world through notebooks, computers or cellphones 
connected to Internet access services. Online shopping is a form of electronic 
commerce that is used for seller-to-seller or seller-to-consumer transaction 
activities. ( CopyrightHalim2010 in (Mujiyana and Ingge, 2013))  
 
E-Commerce  

E-commerce is the use of communication and computer networks to carry 
out business processes. E-commerce brings big business opportunities such as 
product sales and online service provision and income growth (Sianadewi, 
Widyarini, and Wibowo, 2017 in (NunukLatifah, et al 2020)) .The presence of e-
commerce also supports online shopping in Indonesia. The existence of e-
commerce has made transactions easier to buy everything people need (Maria and 
Ama, 2020). According to data from GlobalWebIndex, Indonesia is the country with 
the highest level of e-commerce adoption in the world in 2019. The development of 
the e-commerce business is predicted to grow rapidly from year to year. Currently, 
statistical data provides a figure of 10.10 million total transactions per year and 
McKinsey predicts that the gross merchandise value of e-commerce transactions in 
Indonesia will reach IDR 913.6 trillion in 2022 (Republika.co.id, 2019) in (Sidanta, 
et al., 2022).   
 

RESEARCH METHODS  

The method used in this research is the systematic literature review (SLR) 
method. Data obtained from journals published on Sinta and Google Scholar, with 
a total of 30 journals reviewed (Rimbano D., et al 2022)  

Based on theoretical studies, the following framework of thought is 
obtained:  
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RESULTS AND DISCUSSION 

Factors that influence satisfaction  

The results of the analysis show that discounts have a significant effect on 
Shopee customer satisfaction, because the t-value is 1.65>1.64 (10% real level), 
thus Hypothesis 2 is proven. So every increase in the discount percentage will 
increase shopee customer satisfaction. The influence of discounts on customer 
satisfaction is in line with the research results of Auli et al. (2021) where consumers 
tend to pay more attention to products that are given discounts compared to 
products at normal prices. This is because the discount offered can be a factor that 
makes consumers more interested in buying the product (Burda, 2022).  

It is known that free shipping has a significant effect on shopee customer 
satisfaction, because the t-value is 2.1>1.64 (10% real level), thus Hypothesis 3 is 
proven. So that every increase in the free shipping price given will increase shopee 
customer satisfaction. The impact of providing free shipping on customer 
satisfaction, because customers sometimes find it difficult to have to pay shipping 
costs, which sometimes can be greater than the price of the goods purchased. 
These results are supported by research by Auli et al. (2021) where many 
consumers are hesitant to make online purchases because of the shipping costs 
that must be paid. Therefore, companies must provide cheap and efficient shipping 
options and provide shipping discounts so that consumers do not feel burdened by 
large shipping costs (Burda, 2022).  

 However, product quality has no influence on shopee customer 
satisfaction, because the t-value is 0.24 < 1.64 (10% real level), thus Hypothesis 4 
is not proven. These results are in line with research findings conducted by Carter 
B and Charter T (2009) which stated that satisfaction was negatively influenced by 
price, and product quality had no significant effect on customer satisfaction. The 
research results of Lam et al (2004) also state that satisfaction is negatively 
influenced by price. Qin et al. (2009) show that selling quality products at low prices 
is not enough to satisfy long-time loyal customers. From these results it can be 
seen that price is an important factor in determining customer satisfaction and that 
low prices alone are not enough to satisfy long-standing loyal customers (Burda, 
2022).  

 
Factors that influence consumer loyalty  

The research results show that electronic service quality has a positive 
effect on satisfaction because the p-value is <significant (0.004 <0.05). This means 
that as the quality of electronic services increases, satisfaction will increase. 
Meanwhile, as the quality of electronic services decreases, satisfaction will 
decrease. The results of this study are in line with previous research conducted by 
Li et al. (2021) and Farooq (2018) who explain the results of their research, namely 
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that service quality is one of the factors that influences consumer satisfaction in 
using electronic services (Uluvianti, 2022)  

 The results of this research analysis show that trust has a positive effect 
on satisfaction because the p-value is <significant (0.000 <0.05). This means that 
as trust increases, satisfaction will increase. Meanwhile, as trust decreases, 
satisfaction will decrease. The results of this research are in line with previous 
research conducted by Chi (2018) which proves that the trust built by consumers in 
product or service providers can influence consumers' feelings of satisfaction 
(Uluvianti, 2022).  

The results obtained from the analysis show that satisfaction has a positive 
effect on loyalty because the p-value is <significant (0.000 <0.05). This means that 
as satisfaction increases, loyalty will increase. Meanwhile, as satisfaction 
decreases, loyalty will decrease. The results of this study are in line with previous 
research conducted by Al-Khayyal et al. (2020) shows that satisfaction can 
influence consumer loyalty (Uluvianti, 2022).  

 The test results concluded that satisfaction can significantly mediate 
electronic service quality on loyalty because the p-value is <significant (0.017 
<0.05). This means that as satisfaction increases, the influence of electronic 
service quality on loyalty will increase. The results of this research are in line with 
previous research conducted by Jumawan (2018) that there is a significant 
influence of service quality on loyalty through perceived satisfaction. Research by 
Omoregie et al. (2019) also show that loyalty is influenced by consumer 
satisfaction (Uluvianti, 2022). 

 The results of testing the role of satisfaction mediating the influence of 
trust on loyalty showed that satisfaction can significantly mediate trust on loyalty. 
This was concluded based on a p-value of 0.001 which was compared with a 
significant value of 0.05. Because the pvalue is < significant (0.001 < 0.05) with a 
beta value of positive 0.191 and a t-statistics value of 3.341 which is compared to 
the t-table of 1.96. Because the t-statistics value > t-value (3.341 > 1.96), it can be 
concluded that satisfaction can significantly mediate trust in loyalty. This means 
that as satisfaction increases, the influence of trust on loyalty will increase. The 
results of this research are in line with previous research conducted by Nusjirwan 
et al. (2020) shows that trust can influence consumer satisfaction and then 
influence consumer loyalty. Meanwhile, research conducted by Lie et al., (2019) 
also shows that satisfaction is able to mediate the influence of trust on consumer 
loyalty (Uluvianti, 2022).  
 
Factors of online purchasing behavior  

 Characteristics of respondents based on gender, namely 52 female 
respondents or 52%, while 48 male respondents or 48%. Characteristics of 
respondents based on major, namely 40 respondents majoring in Accounting 
(40%), majoring in Management as many as 35 people (35%), and majoring in 
Development Economics as many as 25 people (25%) (Hidayat, 2021).  

 The risk that is accepted has a significant effect on Online Consumer 
Purchasing Behavior is accepted. This finding is in accordance with the findings of 
(Adnan (2011), Iqbal, Rahman and Hunjra (2012)) which stated that the risk 
accepted influences online purchasing behavior. Accepted risks may include: it is 
difficult to assess the quality of goods ordered via the internet. This item is the item 
with the greatest contribution to the Risk variable received, so it is really a concern 
and priority for online businesses. In addition, do not like being charged shipping 
costs when shopping online, shop online at high risk of receiving ordered goods 
that do not work, feel there will be difficulties in resolving complaints when 
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shopping online, may not receive products ordered online, get good after-sales 
service very time consuming and difficult to purchase online (Hidayat, 2021).  

 Hedonic motivation has a significant influence on online consumer 
purchasing behavior and is accepted. This finding is in accordance with (Kim, Lee, 
Kim's (2004) findings) which state that Hedonic Motivation has a significant effect 
on Online Consumer Behavior. Hedonic motivations may include: Online shopping 
is a lot of fun. This item is the item with the greatest contribution to the Hedonic 
Motivation variable, so it really is a concern and priority for online businesses. In 
addition, searching for information on the internet is not boring, and searching for 
product information on the internet is a good way to spend time (Hidayat, 2021).  

 Psychological factors have a significant influence on online consumer 
purchasing behavior. This finding is in accordance with the findings of Adnan 
(2011), as well as Iqbal, Rahman and Hunjra (2012) which states that 
Psychological Factors have a significant influence on Online Consumer Purchasing 
Behavior. Psychological Factors can include: in online shopping personal 
information is impossible to use by parties third. This item is the item with the 
greatest contribution to the Psychological Factors variable, so it is really a concern 
and priority for online businesses. In addition, shopping online is not risky because 
there are strict cyber laws to punish fraud and hackers, and you are not charged 
excessively if you shop online (Hidayat, 2021).  

Analysis of the Effect of E-Commerce Implementation on Consumer 
Satisfaction  

 From the results of the Goodness of Fit test, it can be concluded that the 
independent variables in this study are able to explain 47.90% of the variation in 
consumer satisfaction. Meanwhile, the remaining 52.10% is explained by other 
variables not included in this study (Saputra, 2018). of the two independent 
variables tested individually, the most dominant in influencing consumer 
satisfaction of fast food restaurant franchises in the city of Medan is ecommerce 
(with a coefficient of 0.690). The next variable that influences consumer satisfaction 
which also influences consumer satisfaction of fast food restaurant franchises in 
the city of Medan is the service quality variable (with a coefficient of 0.182). All 
independent variables in this research have a positive effect on consumer 
satisfaction of fast food restaurant franchises in the city of Medan. (Saputra 2018)  

  The results of the t test show that all independent variables, namely e-
commerce and service quality have a significance of less than 0.05. Of the 
independent variables in this research, the most dominant influence on the 
dependent variable is the implementation of ecommerce, meaning this variable is 
the most important in determining consumer satisfaction of fast food restaurant 
franchises in the city of Medan (Saputra, 2018).  

  The implementation of e-commerce has the most significant effect on 
consumer satisfaction of fast food restaurant franchises in the city of Medan. This 
shows that this variable is the most important in determining consumer satisfaction 
of fast food restaurant franchises in the city of Medan (Saputra, 2018).  
 
CONCLUSION  

Based on the results of previous research that has been carried out, we 
can conclude the influencing factors Satisfaction, Influencing Factors Loyalty 
Consumers, Analysis of Online Purchasing Behavior Factors (E-Commerce), and 
Analysis of the Effect of E-Commerce Implementation on Consumer Satisfaction.  

 
 



 
 

1552 IC-EMBUS            VOL.1,  2023 

             

 
REFERENCE  
 
Akbar, Faiz Abdan, Ima Amaliah, and Aan Julia."Factors that Determine 

Indonesian People's Preferences in Fashion Shopping on Marketplaces 
and E-Commerce."Proceedings of Economics (2020): 93-97.  

Alenda, Ditya Ayu, et al. "Factors that Influence Shopeepay Customer 
Satisfaction." Accounting and Management Journal 5.2 (2021): 1-8.  

Berlianto, Margaretha Pink. "Factors influencing satisfaction and repurchase 
intention in an e-commerce context." Journal of Business & Applied 
Management 12.2 (2019): 141154.  

Burda, Agustian, and Ambar Tyas Kusumo. "Factors that Influence Customer 
Satisfaction, Loyalty and Trust in Shopee E-Commerce." Journal of 
Economics and Business ASEANomics7.2 (2022): 087-100.  

Chrystiantari, MC, &Suyanto, AMA (2020). Analysis of Factors Forming Customer 
Perceived Value of E-Commerce in Indonesia. Management Partners 
Journal ,4 (2), 215-224.  

Erawati, Sherly Hesti. "Factors that influence consumer loyalty in e-commerce 
businesses."Inspiration: Journal of the Social Sciences 17.2 (2020): 304-
315.  

Fadhilah, Rasyad Hafizh, and Sfenrianto Sfenrianto."Analysis Of Factors That 
Influence Customer  Purchase Decision In Tokopedia E-
Commerce."Mandalika Light Journal 3.2 (2022): 407-423.  

Febrian, Angga, and Larasati Ahluwalia."Analysis of the Influence of Brand Equity 
on Customer Satisfaction and Engagement with Implications for 
Purchase Intention in ECommerce."Journal of Theoretical and Applied 
Management | Journal of Theory and Applied Management 13.3 (2020): 
254.  

FR, AP, Sukardi, YO, Lingga, AD, Riyadi, FZ, &Rengganis, HPA (2022). Analysis 
of Factors that Influence Shopee Marketplace Brand Awareness among 
Gen-Z in Bandung City.Journal of Tax and Business ,3 (2), 224-233.  

Haliman, Y. (2022). Analysis of Factors that Influence Repurchase Intentions on 
Shopee with Customer Satisfaction as a Mediating Variable. 
Management and Sustainable Development Journal ,4 (2), 58-68.  

Hidayat, DeddyRakhmad, and PeridawatyPeridawaty. "Analysis Of Consumer 
Online Purchasing Behavior (E-Commerce) Factors Of  

Students Of The Faculty Of Economics And Business, Palangka Raya University." 
Jemba: Journal of Development Economics, Management and Business, 
Accounting 1.2 (2021): 64-74.  

Justiceo, Ferlyan Cahaya. "Analysis of Factors That Influence Decisions to 
Purchase Ground Coffee in E-commerce in Malang City."Agrista10.4 
(2022).  

Kuntoro, Antonius Yadi, et al. "Analysis of Factors Affecting Fixpay Customer 
Satisfaction Using SEM With PLS." Journal of Informatics 6.1 (2019): 
122-133.  

Latifah, Nunuk, Anna Widayani, and Rani ArifahNormawati."The influence of 
perceived usefulness and trust on consumer satisfaction with Shopee e-
commerce."Bisma: Journal of Business and Management 14.1 (2020): 
82-91.  

Mujiyana, Mujiyana, and InggeElissa."Analysis of factors that influence purchasing 
decisions via the internet in online stores."J@ TI Undip: Journal of 
Industrial Engineering 8.3 (2013): 143-152.  



 
 

 
1553 International Conference on Economy, Management, and Business (IC-EMBus) 

Mulyadi, Alverina. "Analysis of Customer Satisfaction Factors for Zalora Online 
Fashion Stores in Indonesia."Agora 6.2 (2018).  

Nurhikmah, T., Fauzi, A., Putri, SCT, Asmarani, D., Damayanti, V., &Thalitha, RF 
(2022). Analysis of Factors That Influence Customer Loyalty of Online 
Transportation Services (Go-Jek): Service Quality, Price and Consumer 
Satisfaction. Journal of Applied Management Science ,3 (6), 646-656.  

Pertiwi, AyuBunga, Hapzi Ali, and FranciscusDwikotjo Sri Sumantyo. "Factors 
Influencing Customer Loyalty: Analysis Of Price Perceptions, Service 
Quality And Customer Satisfaction (Literature  

Review Of Marketing Management)." Journal Of Applied Management Science 3.6 
(2022): 582-591.  

Pitaloka, Atika Dian, and MochammadMukti Ali."Factors that Influence Intention to 
Repurchase Vegetables Through E-Commerce Platforms in 
Jabodetabek."Journal of Business and Management Applications (JABM) 
8.1 (2022): 314-314.  

Syarif, M., Samsuki, Amzeri, A., Azmi, Z. (2022)., Analysis on Production Factors 
and Marketing of Corn. Agriekonomika, 11(1), 87-98. 

Arief, M., Mustikowati, R.I., Fathor, A.S., Syarif, M. (2022).Tourist Destination 
based on SMEs Innovation: A Lesson from Madura Island, Indonesia. 
WSEAS TRANSACTIONS on BUSINESS and ECONOMICS, 19, 1008-
1018, DOI: 10.37394/23207.2022.19.88  

Rasyid, M., Kristina, A., Wantara, P., Jumali, M.A. (2023). Household Participations 
and Sustainable Development Programs: Social Impact of Government 
Assistance in Indonesia. International Journal of Sustainable 
Development and Planning. Vol. 18, No. 6, June, 2023, pp. 1725-1732 

Wantara, P., Suryato T. (2023). Examining Factors Influencing the Online 
Repurchase Intention. Transnational Marketing Journal. Volume: 11, No: 
1, pp. 291-310  

Wantara, P., Irawati, S.A.,  Suryato T. (2023). Factors Affecting Customer 
Satisfaction And Repurchase Intention Of Herbal Medicine Products In 
Indonesia. VOL. 11, NUM. 02, pp. 41-57. 

Wantara, P. (2015). The Relationships among Service Quality, Customer 
Satisfaction and Customer Loyalty in Library Services. International 
Journal of Economics and Financial Issues, 5(Special Issue) 264-269. 

Andriani, N., Jannah, M., Andrianingsih, V. (2022). Key determinants of intention to 
visit halal tourism in Madura. al-Uqud: Journal of Islamic Economics, , 

6(2), 220–231. https://doi.org/10.26740/aluqud.v6n2.p220-231 

Jannah, M. (2021). ZMOT marketing strategy during the Covid-19 pandemic. In 
Contemporary Research on Business and Management (pp. 166-169). 
CRC Press. 

Jannah, M., and Pranjoto, G. H. 2023. Why Do Tourists Have Revisit Intention? 
The Effect of Customer Experience as a Marketing Strategy. Proceedings 
of the 2nd Maritime, Economics and Business International Conference. 

Fathor and Fatmariyah. 2023. Exploration of Salt Farmers’ E-Marketing Strategy: A 
Lesson from Madura Island, Indonesia. International Review of 
Management and Marketing, 2023, 13(3), 25-32. 

Priambudi, Dicka, and IdrisIdris. "Analysis Of Factors Influencing Customer 
Repurchase Decisions (Study of mobile & electronics customers on the 
Bukalapak online site)." Diponegoro Journal of Management 8.4 (2019): 
13-27.  

Putra, JI, & Octavia, D. (2017).Analysis of Factors That Influence Consumer 
Satisfaction with Online Shopping in Java Island Province.Indonesian 
Management Journal ,17 (2), 103-111.  

https://doi.org/10.26740/aluqud.v6n2.p220-231


 
 

1554 IC-EMBUS            VOL.1,  2023 

             

Rachmadhani, Sintya Tri. "Analysis of Factors That Influence Online Purchasing 
Decisions in E-Commerce."ETHNIC: Journal of Economics and 
Engineering 1.11 (2022): 728735.  

Ratih, Yan MayasariPuspita. "Analysis of Factors Affecting Customer Satisfaction 
and Loyalty in Online Shopping."ABIS: Accounting and Business 
Information Systems Journal 1.3 (2013).  

Rimbano, D., Famalika, A., Nadziro, N., & Diana, HS (2022). Research 
Methodology An Introduction. Indonesian Shining Home Association.  

Saidani, Basrah, Lisa MonitaLusiana, and ShandyAditya."Analysis of the influence 
of website quality and trust on customer satisfaction in forming repeat 
purchase interest among Shopee customers."JRMSI-Indonesian Science 
Management Research Journal 10.2 (2019): 425-444.  

Salsabila, Rania Femi, and AMA Suyanto."Analysis of Impulse Buying Factors in 
Beauty Ecommerce."Ocean Journal of Economics and Business 13.1 
(2022): 76-89.  

Saputra, Ahmad. "Analysis of the influence of e-commerce implementation and 
service quality on consumer satisfaction." (2018).  

Saufika, AldilaAmalia, Ari Kusyanti, and Andi Reza Perdanakusuma."Analysis of 
Factors That Influence Customer Loyalty in Carrying Out Online 
Transactions at XYZ ECommerce."Journal of Information Technology and 
Computer Science Development 2.9 (2018): 2635-2643.  

Sidanta, K., Christian, B., Hadi, H., Angelia, W., &Istijanto, I. (2022).Factors that 
influence millennial consumer satisfaction with e-commerce in 
Indonesia.Indonesian Business Review ,5 (2), 156-173.  

Uluvianti, LinaDwi, I. Made BayuDirgantara, and Danes Quirira Octavio. "Analysis 
Of Factors Influencing Consumer Satisfaction And Loyalty In Some E-
Commerce."Diponegoro Journal of Management 11.6 (2022).  

Wangdra, Yvonne, Realize Realize, and Kiki Sumanti. "Analysis of Factors That 
Can Influence Customer Satisfaction and Loyalty on E-Commerce 
Shopping Portals."Proceedings of the National Seminar on Social 
Sciences and Technology (SNISTEK) .No. 4. 2022.  

 


