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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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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 WarpPls 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. 

 

 

 

 

 

 

 

 

 

 

 



 

x 
 

DAFTAR ISI 

 Halaman  

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

PERNYATAAN KEASLIAN KARYA ILMIAH ................................................ ii 

PERSETUJUAN PEMBIMBING ....................................................................... iii 

HALAMAN PENGESAHAN ............................................................................. iv 

KATA PENGANTAR ......................................................................................... v 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI KARYA ILMIAH 

UNTUK KEPENTINGAN AKADEMIS ............................................................ vi 

ABSTRAK ........................................................................................................ vii 

DAFTAR ISI .................................................................................................... viii 

DAFTAR TABEL ............................................................................................ xiii 

DAFTAR GAMBAR ......................................................................................... xv 

DAFTAR LAMPIRAN ..................................................................................... xvi 

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

1.1. Latar Belakang Masalah .................................................................. 1 

1.2. Perumusan Masalah ......................................................................... 3 

1.3. Tujuan Penelitian ............................................................................. 4 

1.4. Manfaat Penelitian ........................................................................... 4 

BAB II  KAJIAN PUSTAKA  ........................................................................... 6 

2.1. Review Hasil-hasil Penelitian Terdahulu ......................................... 6 

2.2. Landasan Teori ................................................................................ 9 

2.2.1. Kepuasan Konsumen ............................................................. 9 

2.2.2. Keputusan Pembelian........................................................... 12 



 

xi 
 

2.2.3. E-service Quality ................................................................. 17 

2.2.4. Perceived Ease of Use ......................................................... 18 

2.3 Keterkaitan Antar Variabel Penelitian ............................................. 19 

2.3.1. Pengaruh E-service Quality Terhadap Keputusan Pembelian 19 

2.3.2.Pengaruh Perceived Ease of Use Terhadap Keputusan 

Pembelian ............................................................................ 19 

2.3.3.Pengaruh Keputusan Pembelian Terhadap Kepuasan 

Konsumen ............................................................................ 20 

2.3.4.Pengaruh E-Service Quality Terhadap Kepuasan Konsumen 

Melalui Keputusan Pembelian .............................................. 20 

2.3.5.Pengaruh Perceived Ease Of Use Terhadap Kepuasan 

Konsumen Melalui Keputusan Pembelian............................. 20 

2.4. Pengembangan Hipotesis Penelitian............................................... 21 

2.5. Kerangka Konseptual Penelitian .................................................... 21 

BAB III  METODA PENELITIAN  ................................................................ 22 

3.1. Strategi Penelitian .......................................................................... 22 

3.2. Populasi dan Sampel ...................................................................... 22 

3.3. Data dan Metode Pengumpulan Data ............................................. 23 

3.4. Operasionalisasi Variabel .............................................................. 23 

3.5. Metode Analisis Data .................................................................... 26 

3.5.1. Statistika Deskriptif ............................................................. 26 

3.5.2. Analisis Jalur ....................................................................... 27 

BAB IV  HASIL DAN PEMBAHASAN  ......................................................... 32 

4.1. Deskripsi Objek Penelitian ............................................................ 23 

4.2. Analisis Statistika Deskriptif ......................................................... 26 

4.2.2. Deskripsi Objek Penelitian ................................................... 33 

4.2.2. Deskripsi Jawaban Responden ............................................. 35 



 

xii 
 

4.3. Analisis jalur ................................................................................. 39 

4.3.1. Model Pengukuran (Outer Model)........................................ 39 

4.3.2. Analisis Inner Model ........................................................... 41 

4.3.3. Uji Hipotesis dan Analisis Pengaruh  Langsung ................... 43 

4.3.4. Uji Hipotesis dan Analisis Pengaruh Tidak Langsung .......... 45 

4.4. Rangkuman Hasil Penelitian .......................................................... 47 

BAB V  SIMPULAN DAN SARAN ................................................................. 48 

5.1. Simpulan ....................................................................................... 48 

5.2. Saran ............................................................................................. 48 

5.3. Keterbatasan dan Pengembangan Penelitian Selanjutnya ............... 49 

DAFTAR REFERENSI ................................................................................... 50 

LAMPIRAN  .................................................................................................... 52 

 

 

 

 

 

 

 



 

xiii 
 

DAFTAR TABEL 

Halaman  

Tabel 3.1.    Pengukuran Skala Likert ................................................................ 23 

Tabel 3.2.    Variabel, Indikator, Sub Indikator E-service Quality  ..................... 24 

Tabel 3.3.    Variabel, Indikator, Sub Indikator Perceived Ease of Use .............. 25 

Tabel 3.4.    Variabel, Indikator, Sub Indikator Keputusan Pembelian ............... 25 

Tabel 3.5.    Variabel, Indikator, Sub Indikator Kepuasan Konsumen ................ 25 

Tabel 4.1.    Deskripsi Responden Berdasarkan Jenis Kelamin, Usia dan Status . 33 

Tabel 4.2.   Deskripsi Responden Berdasarkan Frekuensi Pembelian ................. 34 

Tabel 4.3.    Kategori Produk yang Dibeli Responden Perempuan ..................... 34 

Tabel 4.4.   Deskripsi Responden Berdasarkan Status dan Produk yang Terakhir 

Dibeli ............................................................................................ 35 

Tabel 4.5.    Indeks Persepsi E-service Quality .................................................. 36 

Tabel 4.6.    Indeks Persepsi Perceived Ease of Use ........................................... 36 

Tabel 4.7.    Indeks Persepsi Keputusan Pembelian ............................................ 37 

Tabel 4.8.    Indeks Persepsi Kepuasan Konsumen ............................................. 38 

Tabel 4.9.    Nilai Loading Factor Variabel Reflektif ........................................ 40 

Tabel 4.10.  Composite Reliability ..................................................................... 40 

Tabel 4.11.  Square root of average variance extracted (AV  ) dan correlation 41 

Tabel 4.12.  Model Fit Indeks dan Quality indeks .............................................. 42 

Tabel 4.13.  R-square Contributions  ................................................................. 42 

Tabel 4.14.  Koefisien Jalur dan Koefisien Determinasi Hipotesis 1 .................. 43 

Tabel 4.15.  Koefisien Jalur dan Koefisien Determinasi Hipotesis 2 .................. 44 

Tabel 4.16.  Koefisien Jalur dan Koefisien Determinasi Hipotesis 3  ................. 45 



 

xiv 
 

Tabel 4.17.  Koefisien Jalur Pengaruh Tidak Langsung Hipotesis 4 ................... 46 

Tabel 4.17.  Koefisien Jalur Pengaruh Tidak Langsung Hipotesis 5 ................... 46 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xv 
 

DAFTAR GAMBAR 

 

Halaman  

Gambar 2.1.    Kerangka Konseptual ........................................................................ 20 

Gambar 4.1.    Model Penelitian ................................................................................ 43 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xvi 
 

DAFTAR LAMPIRAN 

Halaman  

Lampiran 1.    Kuesioner............................................................................... 52 

Lampiran 3.    Tabulasi Item Kuesioner ........................................................ 56 

Lampiran 3.    Data Sampel ........................................................................... 58 

Lampiran 4.    Output WarpPls 7.0  ............................................................... 61 

Lampiran 5.    Surat Keterangan Riset ........................................................... 64 

Lampiran 6.    Daftar Riwayat Hidup ............................................................ 65 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 


