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Pengaruh E-trust Dan E-service quality Terhadap E-satisfaction (Studi Kasus
Pada Pengguna E-commerce Shopee PayLater di JABODETABEK)

Desiana Fitri Anggraini

ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh e-frust dan e-service
quality terhadap e-satisfaction pengguna Shopee PayLater di Jabodetabek. Metode
yang digunakan pada penelitian ini adalah penelitian kuantitatif dengan pengumpulan
data melalui penyebaran kuesioner secara online. Populasi pada penelitian ini adalah
pengguna Shopee PayLater di wilayah Jabodetabek. Sampel yang dijadikan responden
adalah pengguna yang memiliki dan menggunakan Shopee PayLater di Jabodetabek
serta pernah menggunakan layanan Shopee PayLater dalam kurun waktu 3 bulan.
Adapun total sampel yang diambil sebanyak 100 responden. Analisis yang digunakan
dalam penelitian ini adalah uji t, uji f dan uji koefisien determinasi berganda. Hasil
penelitian ini ditemukan bahwa e-frust berpengaruh positif dan signifikan terhadap e-
satisfaction pengguna Shopee PayLater di Jabodetabek. Kemudian terdapat e-service
quality berpengaruh positif dan signifikan terhadap e-satisfaction pengguna Shopee
PayLater di Jabodetabek. Ditemukan juga bahwa e-trust dan e-service quality secara
bersama-sama memiliki pengaruh positif dan signifikan terhadap e-satisfaction
pengguna Shopee PayLater di Jabodetabek.

Kata kunci: E-trust, E-service quality, E-satisfaction
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The Influence of E-trust and E-service quality on E-satisfaction (Case Study of
Shopee PayLater E-commerce Users in JABODETABEK)

Desiana Fitri Anggraini

ABSTRACT

This research aims to analyze the influence of e-trust and e-service quality on
e-satisfaction of Shopee PayLater users in Jabodetabek. The method used in this
research is quantitative research by collecting data through distributing questionnaires
online. The population in this study were Shopee PayLater users in the Jabodetabek
area. The samples used as respondents were users who owned and used Shopee
PayLater in Jabodetabek and had used Shopee PayLater services within a period of 3
months. The total sample taken was 100 respondents. The analysis used in this research
is the t test, f test and multiple coeficient of determination test. The results of this
research found that e-trust has a positive and significant effect on e-satisfaction of
Shopee PayLater users in Jabodetabek. Then there is e-service quality which has a
positive and significant effect on e-satisfaction of Shopee PayLater users in
Jabodetabek. It was also found that e-trust and e-service quality together have a
positive and significant influence on e-satisfaction of Shopee PayLater users in
Jabodetabek.

Keywords: E-trust, E-service quality, E-satisfaction

1



UNIVERSITAS BAKRIE

DAFTAR ISI

HALAMAN PERNYATAAN ORISINALITAS ... i
HALAMAN PERSETUJUAN ...ttt ii
DEWAN PENGUUJL ... ii
UCAPAN TERIMA KASIH .......oooiiiiiiiiiei et iii
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI..........ccccoeiiiiiieen. \4
ABSTRAK ...ttt sttt ra e b nnee s i
ABSTRACT ...t b et ettt e b e et e e e be e sre e e beesneas ii
DAFTAR TABEL ..ottt vii
DAFTAR GAMBAR ... viii
DAFTAR LAMPIRAN ...ttt ix
BAB I PENDAHULUAN ..o 1
1.1 Latar BelaKang ..........ccooviiiiiiiiiiiii s 1
1.2 Identifikasi Masalah ...........cccoiiiiiiiiiic e 12
1.3 Rumusan Masalah ..........cocoooiiiiiiiiiii s 12
1.4 Tujuan Penelitian ..........ccooviiiiiiiieiccee s 12
1.5 Batasan Masalah..........coccioiiiiiiiii e 13
1.6 Manfaat Penelitian...........ccoooiiiiiiiiiiii e 13
1.6.1 Manfaat PraktiS .......c.c.cooiuiiiiiiiiiiie i 13
1.6.2 Manfaat TEOTIEIS .....vvveiiiieiiiie ittt 14
BAB II TINJAUAN PUSTAKA ..ottt 15
2.1 BrCOIMIMEICER. ...cciiviiiie ittt e ettt ettt e e et e e s e e s snnn e e e e s annne e s 15
2.1.1 JeniS-JeNiS E-COMMEICE .......c.cceiiiiiiiiiiiiieiii i 15

111



UNIVERSITAS BAKRIE

2.2 Technology Acceptance Model (TAM) .......ccccoooiiioiiiiiiiiiiiiaiee e 16
2.3 Word of Mouth (WOM) .....coiiiiiiiiieiee ettt 17
2.4 Electronic Word of Mouth (E-WOM) ......c.ccooiiiiiiiiiiieie e 19

2.5 E-trust 21

2.5.1 Dimensi & INdiKatOr E-1FUST ........cocoiiiiiiiiiiiieiiese e 23
2.6 E-Service QUALTLY .....ccuoiiiuiiiiie ittt 24
2.6.1 Dimensi & Indikator E-service quality ..............cccccovviiiiiiiiciiiiiiiiiiins 26
2.7 E-SQUISTACHION ...ttt 26
2.7.1 Dimensi & Indikator E-Satisfaction ...............cccocvviiviiiiiiiiiiiiniiiiciesn 28
2.6 PENELITIAN TERDAHULU .....ccocoiiiiiiiiiiiiie e 29
2.7 KERANGKA PENELITIAN ....coiiiiiiiiiiiii i 37
BAB III METODOLOGI PENELITIAN ........ccooiiiiiii e 38
3.1 Desain Penelitian .........coccveiiiiiiiiiieic e 38
3.2 Tempat dan Waktu Penelitian ...........coccoooviiiiiiiiici e 38
3.3 Populasi dan Sampel ..........cocoiiiiiiiiiiiieee e 39
3301 POPUIASI. ... 39
3.3.2 SAMPEL .o 39
3.3.3 Kelayakan Sampel dalam Mewakili Populasi ...........ccccevcveiiiiiiniiinninennne 40
3.4 Operasional Variabel ...........cccooiuiiiiiiiiiiic e 41
3.5 Metode Pengumpulan data ..o 45
3.5.1 SUMDBET DAta ...ccovviiiiiiiiiicicc e 45
3.5.2 Skala Pengukuran ..........ccccoceiiiiiiiiiiii e 46
3.5.3 Teknik Pengumpulan Data............cccoviiiiiiiiiiiiiiiee e 46
3.6 Teknik Analisis Data.........ccceviiiiiiiiiii i 47

v



UNIVERSITAS BAKRIE

3.7. Uji KUalitas Data .......cceeiiiiiiiiii et 47
3.7.1 Uji VAIIAIEAS ..ottt 47
3.7.2 Uji ReHIabIlItaS ...oouviiiiiiiie et 48
3.7.3 Uji ASumsi KI1aSiK......c.oooiiiiiiiiiiiicie e 48
3.7.4 Uji NOTMALIEAS. ....eiviiiiiiiiieiie ettt 48
3.7.5 Uji MUltiKOIIN@ATTtaS ... .veeivvieiiiiiieiiie ettt 49

3.8 UJ1 HIPOTESIS ..ttt 50
B8 UJi T e 50
3.8.2 Uji F (Uji SIMultan) ......cccciviiiiiiiiiiiiiii s 51
3.8.3 Koefisien Determinasi (R”2) .....coovviiiiiiiiiiiiiiiiic i 51

BAB IV HASIL DAN PEMBAHASAN ..o 53

4.1 Gambaran Umum Responden...........cccoovviiiiiiiiiiiiiiies e 53

4.2 Karakteristik RESPONden .........c.ccoviviiiiiiiiiiicic e 53

4.3 Uji Kualitas Data ..........oooiiiiiiiiiiiiieiie e 56
4.3.1 UjJi VAIIAIEAS .eveeiieiiiieiie sttt nneas 56
4.3.2 Uji REHADIIAS ....eeivvieiie et 57

4.4 Uji ASumsi KISTK ..ooovviiiiiiiiiiiciie e 58

4.5 Stastistik DesKIiptif...... .o 62

4.6 UJ1 HIPOLESIS .. uveeiiiieiiiie ettt ettt ettt nnn e 65
A.0.1T UJL T ottt nnnas 65
4.0.2 UJLF oo 66
4.7.3 Uji Koefisien Determinasi Berganda (R"2)........cccoooviiiiiinniiniiniiceee, 67

4.7 Hasil Pembahasan Penelitian...........cccooiiiiiiiiiiiiicieeec e 68



UNIVERSITAS BAKRIE

4.7.1 Pengaruh E-trust (X1) Terhadap E-satisfaction (Y) Pada Shopee PayLater

4.7.2 Pengaruh E-service quality (X2) Terhadap E-satisfaction (Y) Pada Shopee
PAYLALEE ... 70

4.7.3 Pengaruh E-trust (X1) dan E-service quality (X2) Terhadap E-satisfaction
Pada ShOPEe PAYLALEr..........c..ccciiiieiiiiiiiiiiie i 72

4.8 Implikasi Manajerial..........cccooveiiiiiiiiiiiieee e 74

4.8.1 Peningkatan Kepercayaan Pengguna (E-frust) Demi Kepuasan Pengguna (£-

SALISTACTIOMN) .ttt sttt et st be e sbe e nbee s 75

4.8.2 Peningkatan Kualitas Layanan Elektronik (E-service quality) Demi
Kepuasan Pengguna (E-SatiSfAction)...........cccoceivveiiiiiiiciiciiiene e 75

4.8.3 Penyesuaian Layanan Berdasarkan Profil Pengguna Demi Kepuasan

Pengguna (E-SALISACHION).........c.c.cuooiiiiiiiiiie et 76

4.8.4 Pengembangan Strategi Loyalitas Pelanggan............ccccoooviiiiiniinncnnns 77
BAB V PENUTUP ..ottt 78
5.1 KeSIMPUIAN......oiiiiiiii e 78
5.2 SATAN..cuiiiiiiiiiiiet ettt et 79
LAMPIRAN ...ttt bbbt b et seesneene s 93

vi



UNIVERSITAS BAKRIE

DAFTAR TABEL
Tabel 4.1 Jenis Kelamin ReSponden ..........cccocviiieiiiiiiieniiiisesec e 54
Tabel 4.2 Usia RESPONACN.......ccccuiiiiiiieiiiieeiie ettt e e e aae e e 56
Tabel 4.3 Pekerjaan ReSPONden..........cceeeiieiiieiiieiiieiieeieeceeeceee et 57
Tabel 4.4 Hasil Uji Validitas............ccooiiiiiiiiit v 48
Tabel 4.5 Hasil Uji Reliabilitas ..........ccccooiviiiiiiiiiiiiceeece e 49
Tabel 4.6 Uji MUltiKOINEATTIAS ......ccvvviiiiiiiiiiiie i 50
Tabel 4.7 Uji Heteroskedastisitas ..........covveiiieiiiiiiiiiiieise e 51
Tabel 4.8 Analisis stastistik deskriptif..............cooiiiiiiiiii e, 54
Tabel 4.9 Hasil Uji T o..ooieiiieiiieeee e 54
Tabel 4.10 Hasil UJ1 F..ooooiiiiiiii 55
Tabel 4.11 Hasil Uji Koefisien Determinasi Berganda .............ccccovvciniiiiiiiicnicnnns 56

vil



UNIVERSITAS BAKRIE

DAFTAR GAMBAR
Gambar 1. 1 peningkatan pengguna INterNet..........ccovvvvrveriiiieiiinieiiene e 2
Gambar 1. 2 peningkatan pertumbuhan €-COMMEICE .........ccvvriiiieriiiieniiieniiie e 3
Gambar 1. 3 layanan Shopee PayLater...........c.cccucoiveiiiiiiiieiiiiiiiene e 4
Gambar 1. 4 peningkatan layanan PayLater ............ccccuveeuiiiiiiieiiiienniie e 5
Gambar 1. 5 kerangka ide penelitian............cociiiiiiiiiiicnie 37
Gambar 4.1 Uji Normalitas.........c.oeuiiiniiiiiii i ee e 50

viil



UNIVERSITAS BAKRIE

DAFTAR LAMPIRAN
Lampiran 1 Kuesioner Penelitian...........cccviivieiiiiiiiiis i 93
Lampiran 2 Karakteristik ReSponden...........cocviviiiiiiiiciiiiieeecseceec e 97
Lampiran 3 Data ReSponden ...........occviiiiiiiiiieiiiieiiiis e 98
Lampiran 4 Uji Kualitas Data ..........ccoooveiiiiiiiiiiciieee s 101
Lampiran 5 Uji HIPOLESIS ..vveiuviiiiiiiiiiie ittt 103
Lampiran 6 Lini Masa Penelitian............ccoceiiiiiiiiiiiiiiscecee e 105

X



