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PENGARUH PERCEIVED EASE OF USE DAN INFORMATION
QUALITY TERHADAP CUSTOMER SATISFACTION PADA
PERUSAHAAN E-COMMERCE

Dea Wida Astari Idamanti*

ABSTRAK

E-commerce merupakan salah satu sarana untuk bertransaksi online yang
saat ini sedang popular. Untuk memberikan kepuasan pelanggan diperlukan
adanya usaha-usaha dari perusahaan e-commerce dengan memberikan kemudahan
penggunaan dan informasi yang berkualitas. Penelitian ini membahas mengenai
peran dari persepsi kemudahan penggunaan (perceived ease of use) dan kualitas
informasi  (information quality) terhadap terciptanya kepuasan pelanggan
(customer satisfaction) perusahaan e-commerce. Metode pengumpulan data untuk
penelitian ini adalah survei yang disebarkan kepada 210 responden. Hasil
penelitian menemukan bahwa persepsi kemudahan penggunaan dan kualitas
informasi berpengaruh positif dan signifikan terhadap terciptanya kepuasan
pelanggan.

Kata kunci : e-commerce, perceived ease of use, information quality, customer
satisfaction

! Mahasiswa Program Studi Manajemen Universitas Bakrie
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THE EFFECT OF PERCEIVED EASE OF USE AND
INFORMATION QUALITY ON CUSTOMER SATISFACTION AT
E-COMMERCE COMPANIES

Dea Wida Astari Idamanti*

ABSTRACT

E-commerce is one of the methods to do online transaction that popular
nowadays. In order to provide customer satisfaction, some effort are required
from e-commerce companies by providing ease of use and high quality
information. This research discusses the role of perceived ease of use, and
information quality to create customer satisfaction in e-commerce companies. The
data collection method for this research was questionnaire which distributed to
210 respondents. The results have found that perceived ease of use and quality
information have a significant and positive effect on customer satisfaction.

Key words : e-commerce, perceived ease of use, information quality, customer
satisfaction
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