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Pengaruh e-Service Quality dan e-Recovery Service Quality terhadap Customer

Satisfaction

(Studi Kasus pada Toko Online Sociolla)

Devi Ayu Puspita

ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh dari e-Service Quality dan e-
Recovery Service Quality terhadap Customer Satisfaction pada Sociolla. Metode
penelitian yang digunakan dalam penelitian ini adalah kuantitatif dengan pendekatan
deskriptif. Data didapat melalui penyebaran kuesioner secara onl/ine dengan teknik Simple
Random Sampling dan diperoleh responden sebanyak 124 orang. Data diolah dengan
mempergunakan model regresi berganda. Hasil dari penelitian ini menunjukkan bahwa
variabel e-Service Quality dan e-Recovery Service Quality baik secara parsial maupun

bersama-sama memiliki pengaruh terhadap Customer Satisfaction.

Kata kunci: e-Service Quality, e-Recovery Service Quality, dan Customer Satisfaction
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Effect of e-Service Quality and e-Recovery Service Quality on Customer Satisfaction

(Case Study at Sociolla Online Store)

Devi Ayu Puspita

ABSTRACT

This study aims to determine the effect of e-Service Quality and e-Recovery Service
Quality on Customer Satisfaction at Sociolla. The research method used in this research
is quantitative with a descriptive approach. The data was obtained through the
distribution of online questionnaires using Simple Random Sampling technique and 124
respondents were obtained. The data is processed by using Multiple Regression model.
The results of this study indicate that the variables of e-Service Quality and e-Recovery

Service Quality either partially and jointly have an influence on Customer Satisfaction.

Keywords: e-Service Quality, e-Recovery Service Quality and Customer Satisfaction.



Universitas Bakrie

DAFTAR ISI

HALAMAN PERNYATAAN ORISINALITAS ..cuiiniiiintnsnncnnisncsnessnsiesanssasssnne 3
HALAMAN PENGESAHAN .......ccceuu.e. reesereesstestebtetesatesassaasstestesasesasantnes iv
KATA PENGANTAR ...cuuiitiinnnintininssinicsaissssssissssssssssisssssssssssssssssssssssssssssssssssssssss \%
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI.......cccccecvivvurivnreanene vii
ABSTRAK.....covviieninsnennnsnecsnsssensaenne N viii
ABSTRACT ...oorerniineninninnnsnensississssssessisssssssssssssssssesssessassasssssssssssssssssassssssssssassssssas ix
DAFTAR IST.uiiiiiiiiitininniicnininnisenssennessesssssissesssssssssssssssssssssssssssassssssssssessssssssss X
DAFTAR TABEL ...uciiiiiiiiiciinninnininnenicssisssissiesissessessssssssssssssessssssssssssssssssssesss xiii
DAFTAR GAMBAR ...uuotirtitinrnnennenensieniesisnessssnesssssessssssssssssssssssssassssssassasssassas xiv
BAB I PENDAHULUAN ....cconiniitisinticeisteninsstesessiessicssssstessessesssssssessessssssssssssssessess 9
1.1 Latar BelaKang.........eiieiiniiiiiinninininniseeinseccnsnnicsssssssssssssssssnssesnssene 9
1.2 RumusSan Masalah .......iinneiiniiinnnnnicnseionsneicscssisssnsessssssssssesssssesesssssanss 17
1.3  Tujuan Penelitian..................... cestesseisssiesatesstentesasesasesnsssssnesassssnans 18
1.4  Batasan Penelitian.................... ceressasessiesanessnteaessanessasssssssasesassnanane 18
1.5 Manfaat Penelitian.............. teeessrssessaesaesanssaessneasssasssssaesssssnssaens 18
1.5.1  Manfaat Teoritis ............... teeeseresessaesnesstssassstesnessasneesaessaessssaens 18
1.5.2  Manfaat Praktis ........eeenensesecsecnensnccsenssensecssecnenne 18

1.6  Sistematika Penulisan......... cesssetetesssstenesssnnttnessnsstesssesstesessansaness 19
BAB II KAJIAN PUSTAKA .........ccueeu. teeesarsesstesassntsaesstesssssasbessassassresaens 20
2.1 CUSIOMEY SALISFUCHION «avunnevrennniicnrinssnriissnsressssiossssisssssesssssosssssessssiosssssossssesses 20
2.1.1  Definisi Customer SAtISfACHON .........uecuueerivvunevssevinsscerissinicsenercsesssossassenes 20
2.1.2  Faktor yang Mendorong Kepuasan Pelanggan ...........ccceeeruveecercrunnnnes 22
2.1.3  Strategi Kepuasan Pelanggan...........ciivvercrecsiesseecsncssnessnensnesssenanes 23
2.14  Metode Mengukur Kepuasan Pelanggan ..........ceevcervcercseecsncnsencsencnne 25
2.1.5 Indikator Kepuasan Pelanggan.........ccuueicnnniicsrancsssanssssansscrsrcssrsisssassosee 26

2.2 e-Service QUALILY ...uuonneecneeinnennvineeniniisiineicetessessssssisstssasissssesssssssesassans 27
2.2.1  Definisi e-Service Quality cesresssssessnsrossases 27
2.2.2  Dimensi e Service QUALILY ......cccoveerverisrisieiscninsnissnnsseissenssencsseesssnesasesens 28

2.3 e-Recovery Service QUALILY .....unnueecneeecsueressuircssnensssseesssiesssecssssecssssssssssesses 29
2.3.1  Pengertian e-Recovery Service QUALILY .......uueoeeuveessuvrcssniissnissssseossassoses 29
2.3.2  Dimensi e-Recovery Service QUALILY ......uouuenueenserssenesuenscenccnensesssnsosanes 30



Universitas Bakrie

2.4  Penelitian Terdahulll .......uiiceeineiisencsiinsncsecssnensnenssnicssisssencssecsnssssnesanssnns 31
2.5 Pengaruh antara e-Service Quality dan e-Recovery Service Quality
terhadap Customer SAtiSfACHION ......eeeueeeneeeuveceecsuvessuenssenssnessnenane 37
2.6 Kerangka PemiKiran ... 38
280 A & 11010 () (N 39
BAB III METODE PENELITIAN.....ccuvvnninicsnicsensacesensnessscesesanes 40
3.1 Jenis Penelitian.......ceeueiieinveriseiisennseiisecnsnnesenisnnssnessneisssisseisssnessnessssssssessssnss 40
3.2 Populasi dan SAMPel......cuiiiiinenisenisicssnnsnicssncsssesssenssnessisssesssssesseesssesssessassnss 40
32,1 POPUIASI cocveiercreicssnicssnissssnsssssnsssssssssssssssssssssssossonsosssssssssssosonsssssnsssssassssse 40
R IV BNV ) 111 11 RN 40
3.3 Sumber Data....iiiiiienninenninieninniiisineisessisiisisiesissssssessssssss 42
R T8 BN ) F:17: 0 10 1 111 S 42
3.3.2  Data SEKUNAEL ..uuueeeeiiineiiiinieciniecssnencssnnicssseecssseessseessssscssssncssssecssaseesss 42
3.4 Metode Pengumpulan Data........eiieeiicnsniiiiinennssnnessssncssnncsssicsssssssssssessssses 42
R 22 75 SR CQ0 T 1) 1 ) o 43
3.4.2 Skala PeNGUKUIAN .....cicoeiiriveiinssancsssnnisssnsissssesssssssassssssssossssssssssssssassoses 43
3.5 Variabel Penelitan dan Operasional Variabel 44
3.5.1 Variabel Penelitian ............ooveiivoiinniiiisniiiieiiieiincnncnencssencsseesscnnens 44
3.5.2  Operasional Variabel ........cieienerisniisnissnensenssnnisnensssncseccssesssnesncsnne 44
3.6  Analisis Regresi Linear Berganda............ccveevensenscnninissencseccscenssencsannnens 46
3.7 Teknik Pengujian INStrumen..........cocccieecceiescancossanecssnssosens 47
371 Uji ValdItas ...eeeeeeeeeineennicnnnenienenneniesssssnsssssessesssesssessssssssssssassssesas 47
3.7.2  Uji Reliabilitas ......cocvivvereseisvenssncsceinsencsncssnnsssissnnssnnssssnsssnessessssnesasssans 47
3.8 Uji Asumsi KIASiK ccccuienviiiveinninsinssicssenssicssncssnsssnssssssssnissssssssnssssossesssasosasssses 48
3.8.1  Uji Normalitas Data ........ccuviiiiinviisnnssiinsnnssnissnsssnssssisssnesssnsssnossssens 48
3.8.2  Uji Multikolinearitas .......cccoceeevveeissnercsienicssneisssnnesssncssnncssnsncssnsnessasnenes 48
3.8.3  Uji Heteroskedastisitas..........ccecceervercvrerrscneccccnercnnens 49
3.9 Uji HIipOtesis c.c.ccevveeecnerserssnrcsuercsercsencsnicsnncsancsnncsnesssnssssesan 50
3.9.1  UJi T eorrrrrnnrnnnnsnensenssicsnsssecssessesssessssssessssssessasssassssssssssess 50
392 UJIF coereeeeteennennennesnessesaesssnssssssessesssesssesnees 50
3.9.3  Koefisien Determinasi (R?)......cccervererereseeessssssensssssssesesssssssssssssssssssssens 51
BAB IV PEMBAHASAN .....coiviiiiiinentententnnisnsssississesssiesssssssssssessssssssssssssssssses 52
4.1 Profil Perusahaan ...........ueivcvrcvivrinsceninscensssnnccssansesennes .52
VBN 1 1) £ D T T | 113 52
4.3  Hasil Penelitian .......cueieviinceincniiseniencsiinnnciiisnisnessnissnnssssnsssncssssssssesasssans 63

Xi



Universitas Bakrie

4.3.1  Uji Instrumen........cceevereeenns teereserstossnsisssasessrassssratesrstessnntsssastssse 63
4.3.2  Uji Asumsi Klasik.............. reeetesesstessnsissasissrasessranesratsssaasessensesee 65
4.3.3  Uji Analisis Regresi Linear Berganda.................... 68
4.3.4  Uji HipotesiS .....ccoeereerarronnns testtesesstessnsessastssrasesssttesrstesrstessrstessastss 70
4.4  Hasil Pembahasan........iiiiiiuiiissinissencsseicssnecssssnesssssessssscsssncssssesssssecses 74
4.4.1 Pengaruh e-Service Quality terhadap Customer Satisfaction............... 74
4.4.2  Pengaruh e-Recovery Service Quality terhadap Customer Satisfaction..
................................................... 75

4.4.3  Pengaruh e-Service Quality dan e-Recovery Service Quality terhadap
Customer SatiSfaClion ........ccuesiesevsenne tettesssttessstiesntissastessstessatesssstesenstessrtane 76
BAB V KESIMPULAN DAN SARAN ....cciviicniessnesnsssssossessonsonns 77
5.1  KeSimpulan.....eiineissennsicsnnnsnnnsenssnnssnnssnesssssessessssnssens 77
T T: 1 ) | 78
DAFTAR PUSTAKA ..uuiiiiiiniineinnnicnessssssssisssisssssssssssssessssssssossssssssosssssssessssssssoss 80
LAMPIRAN .cooiviiiuienenssniosssisssnsssssssssssstosssssssssssssssssossssssssossssssssssssossssssnsssssssssssssssosssoss 84

xii



Universitas Bakrie

DAFTAR TABEL
Tabel 1. 1 Data Pengguna Internet dan Media Sosial Secara Global........................ 9
Tabel 1. 2 Data Pengguna Internet dan Media Sosial di Indonesia......................... 10
Tabel 1. 3 Top 10 E-COMMETCE............cccoeiiiiieiiieeiieeeie ettt eeiee e e bee e e 12
Tabel 2. 1 Tinjauan Pustaka Penelitian Terdahulu .......................c.o. 31
Tabel 3.1 Operasional Variabel....................cccoooiiiiiiiniiiie e 45
Tabel 4. 1 Karakteristik Responden Berdasarkan Jenis Kelamin.......................... 53
Tabel 4. 2 Karakteristik Responden Berdasarkan Usia ................cccooiininnnne. 53
Tabel 4. 3 Karakteristik Responden Berdasarkan Pekerjaan ...............cccccoccoeeee. 54

Tabel 4. 4 Karakteristik Responden Berdasarkan Biaya Pengeluaran Belanja
Produk Kecantikan dan Perawatan Tubuh ..., 55
Tabel 4. 5 Karakteristik Responden Berdasarkan Jumlah Pembelian di Toko

Online SOCIOMA ..........cooviiiiiiii e 56
Tabel 4. 6 Hasil Analisis Deskriptif Variabel e-Service Quality .............................. 57
Tabel 4. 7 Hasil Analisis Deskriptif Variabel e-Recovery Service Quality ............... 59
Tabel 4. 8 Hasil Analisis Deskriptif Variabel Customer Satisfaction ....................... 61
Tabel 4. 9 Hasil Uji Validitas...........c.ccooriiiiiiiieeeeeeee e 63
Tabel 4. 10 Hasil Uji Reliabilitas..............ccocooiiiiiiiiiiiieeeeee e 64
Tabel 4. 11 Hasil Uji Normalitas Data..............ccccooiiiiiiiiiniiiiee e 65
Tabel 4. 12 Hasil Uji Multikolinearitas ..............cccoccccooiiiniiiiniiiiiinee e 66
Tabel 4. 13 Analisis Regresi Linear Berganda.................cccococenviniiiiiiiiniieee 68
Tabel 4. 14 Hasil Uji t........cccoooviriiiiiiiiie et 71
Tabel 4. 1S Hasil UJi F........ccoooooiiiniiiiir 72
Tabel 4. 16 Koefisien Determinasi (R?) ...........ccccoovveriririeerereseninissssseessssssssssssssneens 73

Xiii



Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 2.
Gambar 2.
Gambar 4.

Universitas Bakrie

DAFTAR GAMBAR
1 Nominal Transaksi E-Commerce (2017-2020) ............ccocovvrvevererreennns 11
2 The Map of E-commerce in Indonesia on Cosmetics Categories ...... 13
3 Produk New Arrivals di Sephora ................oocooviiiniininiiiiecees 13
4 Produk New Arrivals di Sociolla .................cc.cooiiiniininiiiee 14
1 Faktor Kepuasan Pelanggan. ....................ccccoeeeviviiiincin e 22
2 Kerangka PemikKiran...............ccocccooniiiniiiiiiiinieeeee e 38
1 Hasil Uji Heteroskedastisitas ............c...ccoocoviiiiininiiniiiniccee, 67

Xiv



