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ABSTRAK 

 

 

Penelitian ini bertujuan untuk mengetahui pengaruh dari setiap dimensi 

kualitas layanan elektronik (e-service quality) yaitu efisiensi, fulfillment, reliability, 

privasi, responsiveness, kompensasi, dan kontak terhadap kepuasan pelanggan 

Shopee di Sleman DIY. Pengumpulan data dilakukan dengan menggunakan Google 

Formulir. Sampel dalam penelitian berjumlah 210 responden yang merupakan 

konsumen Shopee di sleman DIY. Analisis data menggunakan regresi linear 

berganda. Populasi dalam penelitian ini adalah warga yang berdomisili di Sleman 

DIY yang pernah bertransaksi di Shopee dengan minimal transaksi sebanyak 2 kali. 

Teknik pengambialn sampel menggunakan model Non-Probability Sampling 

dengan metode purposive sampling  yaitu penentuan sampel dengan pertimbangan 

konsumen pernah melakukan minimal 2 (dua) kali transaksi pada aplikasi shopee. 

Hasil dari penelitian ini menunjukkan dimensi e-service quality yaitu efisiensi, 

privasi, responsiveness, kompensasi, dan kontak memiliki pengaruh terhadap 

kepuasan pelanggan, sedangkan fulfillment dan reliability tidak memiliki pengaruh 

terhadap kepuasan pelanggan. Dimensi privasi memiliki pengaruh paling tinggi 

terhadap kepuasan pelanggan Shopee di Sleman DIY.  

 

Kata Kunci: Kualitas Layanan Elekteronik (E-SERVQUAL), Kepuasan 

Konsumen. 

  

 

 

 

 

 

 

 

  



xi 
 

 

ABSTRACT 

 

 

This research  aims to see the influence of each dimension of electronic 

services (quality of electronic services), namely efficiency, fulfillment, reliability, 

privacy, responsiveness, compensation, and contact with Shopee customers in 

Sleman DIY. Data collection is done using Google Forms. The sample in this study 

210 respondents are Shopee consumers in Sleman DIY. Data analysis using 

multiple linear regression. The population in this study are residents who live in 

Sleman DIY who have transacted at Shopee with a minimum transaction of 2 times. 

The sampling technique uses the Non-Probability Sampling model with purposive 

sampling method, namely determining the sample with the consideration that 

consumers have done at least 2 (two) transaction times on the Shopee application. 

The results of this study indicate that the dimensions of e-service quality, namely 

efficiency, privacy, and responsiveness, compensation and contacts have an 

influence on customer satisfaction, while reliability, fulfillment, have no effect on 

customer satisfaction. Dimensional privacy has the highest influence on Shopee 

customer satisfaction in Sleman DIY. 

Keywords: Quality of Electronic Services (E-SERVQUAL), Customer Satisfaction. 

 

 

 

 

 

 

 

 

 

 



xii 
 

 

 

DAFTAR ISI 

 

HALAMAN JUDUL ......................................................................................  i 

LEMBAR PERSETUJUAN ..........................................................................  ii 

LEMBAR PENGESAHAN ...........................................................................  iii 

PERNYATAAN KEASLIAN KARYA TULIS SKRIPSI ..........................  iv 

HALAMAN PERSEMBAHAN ....................................................................     v 

HALAMAN MOTTO ....................................................................................     vi 

KATA PENGANTAR ....................................................................................     vii 

ABSTRAK ......................................................................................................     ix 

ABSTRACT .....................................................................................................     x 

DAFTAR ISI ...................................................................................................     xi 

DAFTAR GAMBAR ......................................................................................     xiii 

DAFTAR TABEL ..........................................................................................     xiv 

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

A. Latar Belakang Masalah ................................................................  1 

B. Rumusan Masalah .........................................................................  5 

C. Batasan Masalah ............................................................................  6 

D. Tujuan Penelitian...........................................................................  6 

E. Manfaat Penelitian.........................................................................  7 

 



xiii 
 

BAB II. LANDASAN TEORI DAN PERUMUSAN HIPOTESIS ............  9 

A. Landasan Teori ..............................................................................  9 

B. Perumusan Hipotesis .....................................................................  17 

C. Penelitian Terdahulu .....................................................................  18 

BAB III. METODOLOGI PENELITIAN ...................................................  22 

A. Definisi Konsep .............................................................................  22 

B. Definisi Operasional ......................................................................  24 

C. Jenis Penelitian ..............................................................................  27 

D. Jenis dan Sumber Data ..................................................................  27 

E. Populasi dan Sampel .....................................................................  28 

F. Metode Pengumpulan Data ...........................................................  29 

G. Uji Instrumen.................................................................................  30 

BAB IV. GAMBARAN UMUM PERUSAHAAN & ANALISIS DATA ..  37 

A. Gambaran Umum Perusahaan .......................................................  37 

B. Analisis Data .................................................................................  44 

BAB V. KESIMPULAN DAN SARAN ........................................................  63 

A. Kesimpulan....................................................................................  63 

B. Saran  .............................................................................................  64 

DAFTAR PUSTAKA .....................................................................................  66 

LAMPIRAN 

 



xiv 
 

DAFTAR  GAMBAR 

Gambar 1.1. Penetrasi Pengguna Internet ........................................................  1 

Gambar 1.2. Pengunjung Web Bulanan ...........................................................  3 

Gambar 2.1. Kerangka Pemikiran ....................................................................  17 

Gambar 4.1. Logo Shopee ................................................................................  40 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xv 
 

DAFTAR TABEL 

Tabel 2.1. Penelitian Terdahulu .......................................................................  18 

Tabel 4.1. Karakteristik Jenis Kelamin Responden .........................................  45 

Tabel 4.2. Karakteristik Uang Saku Perbulan ..................................................  46 

Tabel 4.3. Hasil Uji Validitas ...........................................................................  46 

Tabel 4.4. Hasil Uji Reliabilitas .......................................................................  49 

Tabel 4.5. Hasil Uji Normalitas .......................................................................  50 

Tabel 4.6. Hasil Uji Multikolinearitas..............................................................  51 

Tabel 4.7. Hasil Uji Heteroskedastisitas ..........................................................  52 

Tabel 4.8. Hasil Uji Analisis Regresi Linier Berganda ....................................  53 

Tabel 4.9. Hasil Uji t ........................................................................................  56 

Tabel 4.10. Hasil Uji Goodness of Fit .............................................................  58 

Tabel 4.11. Hasil Uji Koefisien Determinasi ...................................................  59 

 

 

 

 

 



16 
 

 

 

 

 


