
  

 

 

 

EXAMINING LOGISTICS AND E-SECURITY TO 

ENHANCE CUSTOMER SATISFACTION, TRUST, AND 

LOYALTY: A STUDY IN THE GREATER JAKARTA E-

COMMERCE PLATFORM SECTOR 

 

UNDERGRADUATE THESIS 

Submitted as one of the requirements to obtain  

Sarjana Administrasi Bisnis (S.A.B) 

 

By: 

FAHMI FADILLAH 

015202100091  

 

FACULTY OF BUSINESS 

BUSINESS ADMINISTRATION STUDY PROGRAM  

 

Cikarang 

June 2024 



 









vi 

 

PLAGIARISM REPORT 
 

 

 

 

 

 

 

 



vii 

 

AI DETECTOR REPORT 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



viii 

 

CONSENT FOR INTELLECTUAL PROPERTY RIGHT 

 

 

Title of Skripsi 

Examining Logistics and E-security 

to Enhance Customer Satisfaction, 

Trust, and Loyalty: A Study in The 

Greater Jakarta E-Commerce 

Platform Sector 

 

1. The Author hereby assigns to President University the copyright to the 

contribution named above whereby the university shall have the exclusive 

right to publish the contribution and transitions of it wholly or in part 

throughout the world during the full term of copyright including renewals 

and extensions and all subsidiary rights. 

2. The Author retains the right to re-publish the preprint version of the 

contribution without charge and subject only to notifying the University of 

the intent to do so and to ensure that the publication by the University is 

properly credited and that the relevant copyright notice is repeated 

verbatim 

3. The Author retains moral and all proprietary rights other than copyright, 

such as patent and trademark rights to any process or procedure described 

in the contribution 

4. The Author guarantees that the contribution is original, has not been 

published previously, is not under consideration of publication elsewhere 

and that any necessary permission to quote or reproduce illustrations from 

another source has been obtained (a copy of any such permission should 

be sent with this form). 

5. The Author guarantees that the contribution contains no violation of any 

existing copyright or other third – party right or material of an obscene, 

indecent, libellous, or otherwise unlawful nature and will indemnify the 

University against all claims arising any breach of this warranty 





x 

 

ABSTRACT 
 

Purpose - E-commerce plays a big role in Indonesia's digital economy. However, 

the problem is that the level of loyalty of e-commerce users is not commensurate 

with the growth of e-commerce users, so total revenue from 2021 to 2023 will 

experience a decline. Therefore, this research aims to identify loyalty, influenced 

by logistics and e-security, which is mediated by customer satisfaction and trust in 

e-commerce users in Greater Jakarta. 

Design/Method - This study applied quantitative research methods by developing 

a research instrument and then collecting data using a purposive sampling 

technique. A total of 260 data were collected from people in Greater Jakarta. The 

data collected in this study were analyzed using Partial Least Squares Structural 

Equation Model (PLS-SEM). 

Findings - All hypotheses in this study are accepted and have a significant effect. 

Logistics affects customer satisfaction, e-security affects customer satisfaction 

and trust, customer satisfaction affects loyalty, and trust affects loyalty. So, 

discovered in this study is that logistics and e-security can affect loyalty with the 

mediation of customer satisfaction and trust variables. 

Keywords – E-commerce, Logistics, E-security, Customer Satisfaction, Trust, 

Loyalty, Greater Jakarta. 
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