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ABSTRACT 
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This study aims to examine the effect of electronic service quality, electronic trust, 
and electronic satisfaction on ShopeeFood user loyalty. There are several gaps in 
previous research regarding the relationship between electronic service quality and 
electronic trust on ShopeeFood user loyalty. The method used in this research is 
quantitative, with a focus on people from generation Z who often order food through 
ShopeeFood. The population size was unknown, so the researcher used purposive 
sampling to take 198 samples. Data were collected through questionnaires and 
analyzed using Structural Equation Modeling (SEM) based on Partial Least Square 
(PLS) with SmartPLS software version 4. The results of this study indicate that E-
Service Quality does not have a significant impact on ShopeeFood user E-Loyalty. 
E-Trust has a significant effect on ShopeeFood user E-Loyalty. E-Service Quality 
and E-Trust have a significant effect on E-Satisfaction of ShopeeFood users. E-
Satisfaction has a significant effect on E-Loyalty of ShopeeFood users. E-Service 
Quality and E-Trust have a significant effect on E-Loyalty through the mediation of 

E-Satisfaction of ShopeeFood users.  
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