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PENGARUH KUALITAS LAYANAN ELEKTRONIK, PROMOSI DAN
HARGA TERHADAP KEPUASAN PELANGGAN MARKETPLACE SHOPEE
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ABSTRAK

E-commerce saat ini telah mengalami pertumbuhan yang sangat cepat selama
beberapa waktu. Salah satu perusahaan E-commerce yang sukses dan berhasil dalam
memanfaatkan peluang pasar E-commerce di Asia Tenggara adalah Shopee.
Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan elektronik,
promosi dan harga terhadap kepuasan pelanggan Marketplace Shoppe. Penelitian ini
mengambil populasi Gen Z di Kota Purwokerto yang pernah melakukan pembelian di
Marketplace Shoppe minimal 2x dan menggunakan metode kuantitatif, teknik
pengambilan sampel vyaitu purposive sampling, jumlah sampel sebanyak 110
responden. Teknik analisis data yang digunakan dalam penelitian ini yaitu uji statistik
deskriptif, uji asumsi klasik, uji regresi linear berganda, uji kecocokan model, dan uji
hipotesis dengan alat analisis yang digunakan adalah SPSS. Hasil analisis
menunjukkan bahwa kualitas layanan elektronik tidak berpengaruh terhadap
kepuasan pelanggan, promosi berpengaruh positif dan signifikan terhadap kepuasan
pelanggan, harga berpengaruh positif dan signifikan terhadap kepuasan pelanggan,
serta kualitas layanan elektronik, promosi, dan harga berpengaruh secara simultan
terhadap kepuasan pelanggan.

Kata kunci: kualitas layanan elektronik, promosi, harga, kepuasan pelanggan
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THE INFLUENCE OF E-SERVICE QUALITY, PROMOTION, AND PRICE ON
CUSTOMER SATISFACTION AT SHOPEE MARKETPLACE

(Study on Generation Z in Purwokerto)

Afga Aditya Marsal', Arini Hidayah? Hengky Widhiandono®, Restu Frida
Utami*
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Universitas Muhammadiyah Purwokerto

ABSTRACT

E-commerce today has experienced very rapid growth for some time. One of the E-
commerce companies that is successful and successful in exploiting E-commerce
market opportunities in Southeast Asia is Shopee. This research aims to analyze the
influence of electronic service quality, promotions and prices on Marketplace Shoppe
customer satisfaction. This research took the Gen Z population in Purwokerto City
who had made purchases at the Marketplace Shoppe at least twice and used
quantitative methods, the sampling technique was purposive sampling, the total
sample was 110 respondents. The data analysis techniques used in this research are
descriptive statistical tests, classical assumption tests, multiple linear regression
tests, model fit tests, and hypothesis tests with the analysis tool used is SPSS. The
results of the analysis show that electronic service quality has no effect on customer
satisfaction, promotion has a positive and significant effect on customer satisfaction,
price has a positive and significant effect on customer satisfaction, and electronic
service quality, promotion and price have a simultaneous effect on customer
satisfaction.

Keyword: electronic service quality, promotion, price, customer satisfaction
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