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PENGARUH E-SERVICE QUALITY DAN PERCEIVED EASE OF USE
TERHADAP KEPUASAN KONSUMEN YANG DIMEDIASI OLEH
KEPUTUSAN PEMBELIAN DI TOKOPEDIA

ABSTRAK

Tujuan penelitian ini adalah untuk mengetahui pengaruh e-service quality
dan perceived ease of use terhadap kepuasan konsumen melalui keputusan
pembelian di Tokopedia.

Penelitian ini menggunakan strategi asosiatif. Metode pengumpulan data
menggunakan kuesioner yang diukur menggunakan skala likert. Populasi dalam
penelitian ini adalah Konsumen Tokopedia. Metode pengambilan sampel
menggunakan teknik purposive sampling dengan kriteria yaitu konsumen yang
melakukan pembelian di Tokopedia pada bulan Mei sampai Juni 2021 berjumlah
100 responden. Teknik analisis data yang digunakan dalam penelitian ini yaitu
analisis jalur dengan bantuan software WarpPLS 7.0.

Hasil penelitian menyimpulkan (1) E-service quality berpengaruh signifikan
terhadap keputusan pembelian. (2) Perceived ease of use berpengaruh signifikan
terhadap keputusan pembelian. (3) Keputusan pembelian berpengaruh signifikan
terhadap kepuasan konsumen. (4) Keputusan pembelian bukan sebagai pemediasi
pengaruh e-service quality terhadap kepuasan konsumen. (5) Perceived ease of
use berpengaruh tidak langsung terhadap kepusan konsumen melalui keputusan
pembelian.

Kata Kunci: E-service Quality, Perceived Ease of Use, Keputusan Pembelian,
Kepuasan Konsumen.
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THE EFFECT OF E-SERVICE QUALITY AND PERCEIVED EASE OF
USE ON CUSTOMER SATISFACTION MEDIATED BY PURCHASE
DECISION ON TOKOPEDIA

ABSTRAK

This study aims to determine the effect of e-service quality and perceived
ease of use on customer satisfaction through purchasing decisions on Tokopedia.

This research used asosiatif strategy. The data collection method used a
questionnaire which was measured using a likert scale. The population in this
study is Tokopedia Customers. The sampling method used a purposive sampling
technique with the criteria that customers who made purchases at Tokopedia from
May to June 2021 totaled 100 respondents. The data analysis technique uses in
this study was path analysis with help of WarpPlIs 7.0 software.

The result concluded (1). E-service quality has a significant effect on
purchasing decisions. (2). Perceived ease of use has a significant effect on
purchasing decisions. (3). Purchase decision has a significant effect on customer
satisfaction. (4). Purchasing decisions cannot mediate the effect of e-service
quality on customer satisfaction. (5). Perceived ease of use affects customer
satisfaction indirectly through purchasing decisions.

Keyword: E-service Quality, Perceived Ease of Use, Purchase Decisions,
Customer Satisfaction.
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