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ANALISIS PERBANDINGAN KEPUASAN PELANGGAN E-COMMERCE A
DAN E-COMMERCE B DI DKI JAKARTA DITINJAU DARI
E-SERVICE QUALITY

Samra Ginola Roberto Rumahorbo?

ABSTRAK

Penelitian ini bertujuan untuk mengetahui perbandingan kepuasan pelangan E-
Commerce A dan E-Commerce B dari segi E-Service Quality. Dimana terdapat tujuh
dimensi yang terdiri dari efficiency, fulfillment, system availability, privacy,
responsiveness, compensation, dan contact. Metode analisis data menggunakan
Importance Performance Analysis (IPA) dan uji hipotesis menggunakan Independent
Samples T-Test. Hasil penelitian ini secara umum menunjukkan bahwa pelanggan
sudah merasa puas dengan kinerja yang diberikan oleh E-Commerce A dan E-
Commerce B, tetapi masih ada beberapa perbaikan yang perlu dilakukan. Berdasarkan
diagram kartesius Importance Performance Analysis (IPA), E-Commerce A memiliki
satu indikator yang menjadi prioritas utama dalam perbaikan dan sembilan indikator
yang harus dipertahankan Selain itu terdapat satu indikator yang memiliki gap yang
tinggi yang perlu diperbaiki. Sedangkan untuk E-Commerce B tidak terdapat indikator
yang berada dalam prioritas perbaikan utama dan sepuluh indikator yang harus
dipertahankan. Selain itu terdapat empat indikator yang memiliki nilai gap yang tinggi
yang perlu diperbaiki oleh E-Commerce B. Sementara untuk hasil uji hipotesis,
terdapat perbedaan pada dimensi efficiency dan privacy pada pengguna E-Commerce
A dan E-Commerce B. Pengguna E-Commerce B lebih puas dengan efficiency dan
privacy yang diberikan oleh E-Commerce B daripada E-Commerce A. Dengan nilai
mean efficiency 4,56 > 4,21 untuk E-Commerce B. Sementara untuk nilai rata-rata dari

privacy 4,42 > 3,96 untuk E-Commerce B.

Kata kunci: E-Service Quality, Kepuasan Pelanggan, Importance Performance
Analysis (IPA)

! Mahasiswa Program Studi Manajemen Universitas Bakrie
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COMPARATIVE ANALYSIS OF E-COMMERCE A AND E-COMMERCE B
CUSTOMER SATISFACTION IN DKI JAKARTA BASED ON E-SERVICE
QUALITY

Samra Ginola Roberto Rumahorbo?

ABSTRACT

This study aims to compare the satisfaction of E-Commerce A and E-Commerce B
customers based on E-Service Quality. This study uses seven E-Service Quality
dimensions consisting of efficiency, fulfillment, system availability, privacy,
responsiveness, compensation, and contact. This study used Importance Performance
Analysis (IPA) method to determine the attributes that made customers not satisfying
and Independent Samples T-Test for hypothesis testing to determine there was a
significant difference in comparation between E-Commerce A and E-Commerce B
customer satisfaction based on e-service quality dimension. The result showed that the
customers are satisfied with E-Commerce A and Shope service’s but there are some
improvement to do. Based on IPA analysis, E-Commerce A has one attribute on top
priority to improve and nine attribute must be maintained. In addition, there is one
indicator that has a high gap that needs to be supported. Meanwhile for E-Commerce
B there are no attributes on top priority to improve and ten attributes must be
maintained. But, there are four indicators that have high gap values that E-Commerce
B needs to improve. The result of hypothesis testing, there are significant difference in
efficiency and privacy dimension of E-Commerce A and E-Commerce B customers. E-
Commerce B users are more satisfied in efficiency and privacy than E-Commerce A
users. With the mean of efficiency is 4,56 > 4,21 for E-Commerce B and mean of
privacy is 4,42 > 3,96 for E-Commerce B.

Keywords: E-Service Quality, Customer Satisfaction, Importance Performance
Analysis (IPA)

2 Student of Universitas Bakrie, Management Major
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