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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 Kkartesius Importance Performance Analysis
(IPA).

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



Universitas Bakrie

DAFTAR ISI

HALAMAN PERNYATAAN ORISINALITAS ... i
HALAMAN PENGESAHAN TUGAS AKHIR ..., i
KATA PENGANTAR ...ttt a e e e r e e e e e i
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI ..............cooee Y
AB ST RAK .. e a e Vi
AB ST R A CT e a e Vil
DAFTAR ISH ... e e raa e e s viil
DAFTAR GAMBAR . ...t e e e e e e X
DAFTAR TABEL ..o assnsnnnnnnnnnnnne Xi
DAFTAR LAMPIRAN ... sssnsnssannnsnnnnnnnnnnnnns Xii
BAB | PENDAHULUAN ...t ansnsnsnnnnnnnnnnnnnnnnes 1
1.1, Latar BelaKang.........ccoooeoiieiiiie et 1
1.2, Rumusan Masalah............cccoiiiiiiiiiii 6
1.3, Tujuan Penlitian .........ccocurieiiie i 6
1.4, Manfaat Penelitian ..........cccooiiiiiiiiiiiei e 6
141, Manfaat TEOMILIS ....c.eeieieiiieiiie et 6
1.4.2.  Manfaat PrakuiS...........ccooiiiiiiiiiie i 6
BAB Il TINJAUAN PUSTAKA, KERANGKA PEMIKIRAN ........ccceevinenne. 7
2.1, E-Service QUAlItY........ccveeiiuieeiiie e 7
2.2, Kepuasan Pelanggan ..........ccccooiiveiiiee i 11
2.2.1.  Dimensi Kepuasan Pelanggan............ccccceovvveiiiineciiie i 12
2.2.2.  Mengukur Kepuasan Pelanggan...........cccccoeveeiiveeiieeeviie e 13

2.3.  Penelitian Terdahulu..........ccooiiiiiiii e 14
2.4, Kerangka PEMIKIFAN .........ccceeiiiiiiiiee e 16
BAB Il METODOLOGI PENELITIAN.......ccooiiiiiieiiecrece e 17
3.1 JeniS PENEIILIAN ...ccveeiiieiie et 17
3.2.  Definisi Operasional Variabel Penelitian...............ccccccoovieiiiiiincnnnn. 17
3.3.  Populasi dan Sampel Penelitian............cccccoovveeiiiii i 18
3.4. Teknik Pengambilan Sampel...........ccoooviiiiiiii e 19
3.5, Sumber Data Penelitian............ccveiiiieiiiiiiiiie e 19
3.6.  Metode Pengumpulan Data..........ccccooiiieiieiiiiiee e 19

viii



Universitas Bakrie

3.7, UJEINStrumen Data .......cccoeeieeiiieiiieiee e 20
371 UJIVAHAIAS ..o 20
3.7.2.  UJi RelIabilitas. .......cccoviiiiiiiiici 20

3.8.  Metode ANAliSIS Data.........ccceiueieiiiiieiiiieaiiee e 21
3.8.1.  Importance Performance Analysis (IPA).........ccccoovriiiiiiiiieninnnn, 21

BAB IV ANALISIS DAN PEMBAHASAN .....ooviiiiiiiiiie e 25

4.1, Pre-TeSt KUBSIONET .....cccveieeiiieeciieeeciee et e et et e e sneeesneeeanes 25

4.2.  Analisis Karakteristik ReSpONdeN ..........cccevviiiiiiiiiiieicc e 27

4.3, ANalisis UJi INSIIUMEN .......ooiiiiiiiiiiie e 28
431 UJiValAIAS ..oevieiiiiiieiiieee e 28
4.3.2.  Uji Reliabilitas.........coooiiiiiiiiiecie e 30

4.4, HaSH PeNEITIAN.......cvvieiiie e 30
4.4.1. Importance Performance Analysis ..........cccceriiininiiienieeniesienn, 30
4.4.2.  Prioritas Perbaikan Atribut..........ccccoveiiiieiiieee e 35

4.5.  Pembahasan Hasil Penelitian............cccccoiiiiiniiii e 37
45.1. Importance Performance Analysis .........ccccovveiviveeiineeiiiee e, 37
4.5.2.  Prioritas Perbaikan Atribut...........ccccooiiiiiiiin 42

BAB V SIMPULAN DAN SARAN ......cooiiitiieiieie et 44
5.1, SIMPUIAN .o 44
0.2, SAFAN ..t 44

DAFTAR PUSTAKA ..ottt sttt 46

LAMPIRAN L.ttt ettt ettt e e e s e re e teenteene e 49



Universitas Bakrie

DAFTAR GAMBAR

Gambar 1.1 Penjualan e-Commerce Ritel Indonesia (2016-2022E) ...................... 1
Gambar 1.2 Proyeksi Pembeli dan Penetrasi Pembeli Digital Indonesia (2016-

2022E) ..ttt st e et e e ae e s ae e taeeteeebeentaeeaeeeaaenaraans 2
Gambar 2.1 Kerangka PEMIKIFAN ........ccceiiiiiiieniieiieeieeeereeee e 16
Gambar 3.1 Kuadran Importance Performance Analysis ..........ccoccevvvevieeneennnen. 23
Gambar 4.1 Diagram Kartesius Importance Performance Analysis.................... 33


file:///D:/BAKRIE/Semester%207/SKRIPSI/SKRIPSI%20PUDAR/BAB%20PUDAR/BAB%20I-III/Putri%20Daryanti%20-%20SKRIPSI%20FULL.docx%23_Toc1555523
file:///D:/BAKRIE/Semester%207/SKRIPSI/SKRIPSI%20PUDAR/BAB%20PUDAR/BAB%20I-III/Putri%20Daryanti%20-%20SKRIPSI%20FULL.docx%23_Toc1555524
file:///D:/BAKRIE/Semester%207/SKRIPSI/SKRIPSI%20PUDAR/BAB%20PUDAR/BAB%20I-III/Putri%20Daryanti%20-%20SKRIPSI%20FULL.docx%23_Toc1555524
file:///D:/BAKRIE/Semester%207/SKRIPSI/SKRIPSI%20PUDAR/BAB%20PUDAR/BAB%20I-III/Putri%20Daryanti%20-%20SKRIPSI%20FULL.docx%23_Toc1555525
file:///D:/BAKRIE/Semester%207/SKRIPSI/SKRIPSI%20PUDAR/BAB%20PUDAR/BAB%20I-III/Putri%20Daryanti%20-%20SKRIPSI%20FULL.docx%23_Toc1555526
file:///D:/BAKRIE/Semester%207/SKRIPSI/SKRIPSI%20PUDAR/BAB%20PUDAR/BAB%20I-III/Putri%20Daryanti%20-%20SKRIPSI%20FULL.docx%23_Toc1555527

Universitas Bakrie

DAFTAR TABEL
Tabel 1.1 Peta E-Commerce INAONESIA.........cccveeeriieeriieeriiee e 3
Tabel 1.2 Hasil Pra Survey Keluhan Pelanggan Shopee .........cccccoveeviieenieeneennen. 5
Tabel 2.1 Dampak Perbandingan Kinerja dan Harapan..........cccccoeceevieineenieenne. 12
Tabel 2.2 Penelitian TerdahulU...........ccooviiieiiieie e 15
Tabel 3.1 Operasional Variabel ..........ccoovieeiiiieeiiie e 17
Tabel 3.2 Ketentuan Skoring Skala LiKert...........cccoeerierieiieeniiee e esee e 20
Tabel 4.1 Uji Validitas dan Reliabilitas Kepentingan (Pre-Test)........cccccveevveenne 25
Tabel 4.2 Uji Validitas dan Reliabilitas Kinerja (Pre-Test) .......cccceeeveeviieeerveenne 26
Tabel 4.3 Karakteristik ReSPONdeN.........cccvvevriieeriie e 27
Tabel 4.4 Uji Validitas (Kepentingan) .........ccoccveeerueeeriieeeniieeeieeeesneeeseveeesveeenns 28
Tabel 4.5 Uji Validitas (KINEIJa) .....ccccvvereuiieeiiieeriieesieeesieeeerveeeseveeeseveeesevee e 29
Tabel 4.6 Uji Reliabilitas (Kepentingan) ...........coccuveerieeencieeiiiee e esieeesvee e 30
Tabel 4.7 Uji Reliabilitas (KIiNErja) .......cccoveeviieeriie e e eseeesvee e 30
Tabel 4.8 Tingkat Kesesuaian (TKI)......cccoveeiiieeriieeriie e ereee e eseveeesvee e 31
Tabel 4.9 Rata-rata Tingkat Kepentingan dan Tingkat Kinerja Atribut .............. 32
Tabel 5.1 Perbaikan Prioritas AtribuUL ..........cccovvviiiieiiienieeeeeeee e 35

Xi



Universitas Bakrie

DAFTAR LAMPIRAN

Lampiran 1 Survey Pelanggan ShOPEE ........c.cooueeriiiiieiieenieeeeeeeee e 49
Lampiran 2 Hasil Uji Validitas Kepentingan ...........ccccceeveevieineenieeniieeneeeieee 52
Lampiran 3 Hasil Uji Validitas Kinerja .........ccocceevieeiieniienieeieeeeee e 57
Lampiran 4 Uji Reliabilitas Kepentingan ...........ccoceeveereeniiinienieenie e 62
Lampiran 5 Uji Reliabilitas KINerja.........ccooveriiieniiiiieiiienieeseeeeeee e 63
Lampiran 6 Hasil Responden berdasarkan Tingkat Kepentingan (Importance) ... 64
Lampiran 7 Hasil Responden berdasarkan Tingkat Kinerja (Performance) ......... 69
Lampiran 8 Hasil Cek TUIMITIN.........coovuiririie e 74
Lampiran 9 Kuesioner dalam Google FOrmMS .........cccooecveevciveeiiee e 75

xii



