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ANALISIS TINGKAT KEPUASAN PELANGGAN  

DENGAN MENGGUNAKAN KONSEP E-SERVQUAL  

(STUDI KASUS PELANGGAN SHOPEE) 

 

Putri Daryanti ¹ 

ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui e-service quality Shopee 

berdasarkan tingkat kesesuaian (TKi) antara tingkat kepentingan dan tingkat 

kinerja. Penelitian ini menggunakan jenis penelitian deskriptif dengan 

metode penelitian kuantitatif. Penelitian ini menggunakan sampel 

berjumlah 100 responden, yang dimana responden merupakan pelanggan 

Shopee dan sudah pernah melakukan transaksi minimal 2 kali dalam 6 bulan 

terakhir. Penelitian ini menggunakan variabel E-SERVQUAL dengan 

analisa data menggunakan metode Importance Performance Analysis (IPA). 

Hasil penelitian secara umum menunjukkan bahwa tingkat kesesuaian 

masih kurang baik dan belum sepenuhnya memenuhi kepetingan pelanggan. 

Terdapat empat atribut yang perlu diperbaiki, enam atribut yang perlu 

dipertahankan, dan empat atribut yang perlu dikurangi prioritasnya yang 

ditujukan dalam diagram kartesius Importance Performance Analysis 

(IPA). 

 

Kata Kunci: E-Service Quality, Kepuasan Pelanggan, Importance 

Performance Analysis 
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ANALYSIS OF THE LEVEL OF CUSTOMER SATISFACTION 

USING THE E-SERVQUAL CONCEPT 

(A CASE STUDY OF SHOPEE CUSTOMERS) 

 

Putri Daryanti ¹ 

ABSTRACT 

 

This study aimed to determine the e-service quality of Shopee based on the 

level of suitability (TKi) between the level of importance and level of 

performance. This study used a type of descriptive research with 

quantitative research methods. This study used a sample issued by 100 

respondents, which were Shopee customers and had made transactions at 

least 2 times in the past 6 months. This study used E-SERVQUAL variables 

by analyzing data using the Importance Performance Analysis (IPA) 

method. The results were published in general indicate that the level of 

conformity was not good and has not reached the customer's needs. Four 

attributes needed to be improved, six attributes needed to be held, and four 

attributes that need to be reduced by priority are addressed in the Cartesian 

diagram of the Importance Performance Analysis (IPA). 

 

Keywords: E-Service Quality, Customer Satisfaction, Importance 

Performance Analysis 
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