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Analisis Kualitas Website Sociolla  

menggunakan Metode WebQual 4.0 dan E-S Qual 

 

Titania Meylawati 

 

ABSTRAK 

 
Saat ini belanja online sangat populer yaitu untuk mempertemukan pembeli dan 

penjual melalui website. Aktivitas tersebut diakui akan menghemat waktu dan 

mempermudah proses transaksi. Oleh karena itu, perusahaan harus memperhatikan 

kualitas situsnya agar dapat memenuhi dan memuaskan kebutuhan pelanggan. 

Penelitian ini bertujuan untuk mengetahui kualitas website dengan menggunakan 

metode WebQual 4.0 dan E-S Qual. Identifikasi faktor layanan dan yang paling 

mempengaruhi kepuasan pelanggan dihitung dengan tujuh dimensi (Kegunaan, 

Kualitas Informasi, Kualitas Interaksi Layanan, Efisiensi, Ketersediaan Sistem, 

Pemenuhan, dan Privasi). Teknik purposive sampling dilakukan kepada responden 

melalui kuesioner. Pendataan berhasil untuk 65 orang. Analisis deskriptif dilakukan 

dengan Microsoft Excel dan IBM SPSS versi 25. Hasil penelitian menunjukkan 

bahwa WQI website Sociolla adalah 0,883. Diasumsikan bahwa 1 poin sempurna. 

Terakhir, dimensi yang paling berpengaruh adalah System Availability dengan 

WQI 0.935. Dengan demikian, Sociolla bisa dikategorikan berkualitas baik. 

 

Kata Kunci: Kualitas Website, WebQual 4.0, E-S Qual, dan WebQual Index 
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Website Service Quality Analysis of Sociolla  

using Webqual 4.0 and E-S Qual Methods 

 

Titania Meylawati 

 

ABSTRACT 

 
Currently, online shopping is very popular which is to unite the buyers and sellers 

through websites. These activities are recognized would save time and easier for 

the transaction process. Therefore, companies must consider the quality of their 

websites in order to fulfill and satisfy customer needs. This study aims to determine 

the quality of the website using WebQual 4.0 and E-S Qual methods. The 

identification of the service factors and the most influence customer satisfaction are 

calculated by seven dimensions (Usability, Information Quality, Service Interaction 

Quality, Efficiency, System Availability, Fulfillment, and Privacy). The purposive 

sampling technique was conducted to respondents through questionnaires. The 

collecting data has succeeded for 65 people. The descriptive analysis was carried 

out by Microsoft Excel and IBM SPSS version 25. The results showed that the WQI 

of the Sociolla website was 0.883. It is assuming that 1 point is perfect. Finally, the 

most influential dimension is System Availability with 0.935 of WQI. Thus, the 

Sociolla can be categorized into good quality. 

 

Keyword : Website Quality, WebQual 4.0, E-S Qual, and WebQual Index 

 

  



Universitas Bakrie 

 viii 

DAFTAR ISI 

 

HALAMAN PERNYATAAN ORISINALITAS ................................................ i 

HALAMAN PENGESAHAN ............................................................................ ii 

UCAPAN TERIMA KASIH ............................................................................ iii 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI......................... v 

ABSTRAK ........................................................................................................ vi 

ABSTRACT ...................................................................................................... vii 

DAFTAR ISI ................................................................................................... viii 

DAFTAR TABEL ............................................................................................. xi 

DAFTAR GAMBAR ....................................................................................... xii 

DAFTAR DIAGRAM..................................................................................... xiii 

BAB I     PENDAHULUAN ............................................................................... 1 

1.1    Latar Belakang ............................................................................ 1 

1.2    Rumusan Masalah ....................................................................... 5 

1.3    Batasan Masalah ......................................................................... 5 

1.4    Tujuan Penelitian ........................................................................ 6 

1.5    Manfaat Penelitian ...................................................................... 6 

1.6    Sistematika Penulisan ................................................................. 6 

BAB II    TINJAUAN PUSTAKA ....................................................................  8 

2.1    Kepuasan Pelanggan ................................................................... 8 

2.1.1    Indikator Kepuasan Pelanggan ........................................ 8 

2.1.2    Metode Pengukuran Kepuasan Pelanggan ..................... 10 

2.2    Kualitas Website ....................................................................... 11 

2.3    E-Commerce ............................................................................. 12 



Universitas Bakrie 

 ix 

2.3.1      Pengertian E-Commerce .............................................. 12 

2.3.2      Jenis – jenis E-Commerce ........................................... 12 

2.4    WebQual 4.0 ............................................................................. 13 

2.5    E-S Qual (Electronic Service Quality) ....................................... 16 

2.6    WebQual 4.0 dan E-S Qual ....................................................... 18 

2.7    Tinjauan Penelitian Terdahulu .................................................. 19 

BAB III   METODE PENELITIAN................................................................ 23 

3.1    Kerangka Penelitian .................................................................. 23 

3.2    Jenis Penelitian ......................................................................... 25 

3.3    Lokasi dan Timeline Penelitian ................................................. 25 

3.4    Metode Pengumpulan Data ....................................................... 25 

3.5    Sumber Data ............................................................................. 25 

3.6    Instrumen Penelitian dan Variabel Penelitian ............................ 28 

3.6.1      Instrumen Penelitian ................................................... 28 

3.6.2      Variabel Penelitian ...................................................... 28 

3.7    Uji Alat Ukur ............................................................................ 28 

3.7.1     Uji Validitas................................................................. 29 

3.7.2      Uji Reliabilitas ............................................................ 30 

3.8    Teknik Analisis Data................................................................. 31 

3.9    Uji Coba Kuesioner .................................................................. 34 

BAB IV  HASIL DAN PEMBAHASAN ......................................................... 38 

4.1    Gambaran Umum Responden ................................................... 38 

4.2    Karakteristik Responden ........................................................... 38 

4.2.1      Jenis Kelamin ............................................................. 39 

4.2.2      Usia ............................................................................ 40 

4.2.3      Latar Belakang Pekerjaan ............................................ 41 

4.2.4      Lokasi ......................................................................... 42 



Universitas Bakrie 

 x 

4.2.5      Frekuensi Belanja ....................................................... 43 

4.3    Hasil Uji Alat Ukur ................................................................... 44 

4.3.1      Uji Validitas................................................................ 44 

4.3.2      Uji Reliabilitas ............................................................ 46 

4.4    Hasil Analisis Deskriptif ........................................................... 47 

4.4.1      Mean of Importance dan Maximum Score ................... 47 

4.4.2      WebQual Index (WQI) ................................................ 50 

4.4.3      Analisis Kualitas Website Berdasarkan Tujuh Dimensi 52 

4.4.4      Faktor yang Mempengaruhi Kualitas Website ............. 53 

BAB V    KESIMPULAN DAN SARAN ......................................................... 56 

5.1     Kesimpulan .............................................................................. 56 

5.2     Saran ....................................................................................... 57 

 DAFTAR PUSTAKA ..................................................................................... 59 

 LAMPIRAN .................................................................................................... 62 

 
  



Universitas Bakrie 

 xi 

DAFTAR TABEL 
 
 

Tabel 2. 1    Dimensi dan Pernyataan WebQual 4.0 ........................................... 15 

Tabel 2. 2    Dimensi dan Pernyataan Pengukuran E-S Qual .............................. 17 

Tabel 2. 3    Tinjauan Penelitian Sebelumnya .................................................... 19 

Tabel 3. 1    Bobot Penilaian pada Skala Likert…………………………………..28 

Tabel 3. 2    Kriteria Penilaian pada WebQual Index .......................................... 34 

Tabel 3. 3    Pernyataan yang terdapat pada Kuesioner....................................... 34 

Tabel 4. 1    Distribusi Frekuensi Jenis Kelamin Responden………………….....39 

Tabel 4. 2    Distribusi Frekuensi Usia Responden ............................................. 40 

Tabel 4. 3    Distribusi Frekuensi Pekerjaan Responden ..................................... 41 

Tabel 4. 4    Distribusi Lokasi Responden .......................................................... 42 

Tabel 4. 5    Distribusi Frekuensi Belanja Responden ........................................ 43 

Tabel 4. 6    Hasil Uji Validitas .......................................................................... 45 

Tabel 4. 7    Hasil Uji Reliabilitas ...................................................................... 47 

Tabel 4. 8    Hasil Perhitungan Mean of Importance dan Maximum Score .......... 48 

Tabel 4. 9    Hasil Perhitungan Weighted Score dan WebQual Index .................. 50 

Tabel 4. 10  Analisis WebQual Index Tiap Dimensi ........................................... 52 

 

  



Universitas Bakrie 

 xii 

DAFTAR GAMBAR 
 

 

Gambar 1. 1    Jumlah Pengguna E-Commerce di Indonesia ................................ 2 

Gambar 1. 2    E-Commerce Spend by Category in 2019 ...................................... 3 

Gambar 1. 3    E-Commerce Growth by Category ................................................ 3 

Gambar 3. 1    Kerangka Penelitian...……………………………………………..23 

 

 
  



Universitas Bakrie 

 xiii 

DAFTAR DIAGRAM 
 
 

Diagram 4. 1    Pie Chart Jenis Kelamin ............................................................ 39 

Diagram 4. 2    Pie Chart Usia Responden ......................................................... 40 

Diagram 4. 3    Pie Chart Latar Belakang Pekerjaan Responden ........................ 41 

Diagram 4. 4    Pie Chart Lokasi Responden ..................................................... 42 

Diagram 4. 5    Pie Chart Frekuensi Belanja ...................................................... 43 

Diagram 4. 6    Radar Chart terhadap Tujuh Dimensi ........................................ 54 

  

 

 

 
  



Universitas Bakrie 

 xiv 

DAFTAR LAMPIRAN 
 
 
Lampiran  1.    Kuesioner Online ....................................................................... 63 

Lampiran  2.    Summary Hasil Kuesioner .......................................................... 66 

Lampiran  3.    Uji Validitas .............................................................................. 68 

Lampiran  4.    Uji Realiabilitas ......................................................................... 75 

Lampiran  5.    Summary Mean of Importance ................................................... 79 

Lampiran  6.    Summary Weighted Score .......................................................... 80 

Lampiran  7.    Timeline Penelitian .................................................................... 81 

 

 

  


