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ABSTRAK

Penelitian ini adalah penelitian survey yang bertujuan untuk mengeahui pengaruh
dimensi kualitas layanan (reliability, responsiveness, tangibles, emphaty), harga,
dan promosi terhadap kepuasan pelanggan Shopee di Indonesia. Dalam penelitian
ini, pengumpulan data dilakukan dengan menggunakan kuesioner terhadap 96
orang responden pelanggan Shopee di Indonesia. Teknik pengambilan sampel
yang digunakan adalah teknik accidental sampling dan purpossive sampling. Data
yang diperoleh kemudian diuji dan dianalisis dengan uji validitas, uji reliabilitas,
uji asumsi Klasik, dan analisis regresi linier berganda. Hasil penelitian
menunjukkan  bahwa variabel dimensi kualitas layanan (reliability,
responsiveness, tangibles, emphaty) berpengaruh positif terhadap kepuasan
pelanggan Shopee di Indonesia, harga berpengaruh positif terhadap kepuasan
pelanggan Shopee di Indonesia, dan promosi berpengaruh terhadap kepuasan
pelanggan Shopee di Indonesia. Berdasarkan nilai R* model penelitian ini mampu
menjelaskan 55,1% variasi kepuasan pelanggan, 44,9% dipengaruhi oleh variabel
yang tidak diteliti dalam penelitian ini.

Kata Kunci : dimensi kualitas layanan, harga, promosi, kepuasan pelanggan
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ABSTRACT

This research is a survey research that aims to determine the effect of the
dimensions of service quality (reliability, responsiveness, tangibles, emphaty),
price, and promotion on Shopee customer satisfaction in Indonesia. In this study,
data collection was conducted using a questionnaire to 96 Shopee customer
respondents in Indonesia. The sampling technique used was accidental sampling
and purposive sampling technique. The data obtained were then tested and
analyzed using validity, reliability, classical assumption tests, and multiple linear
regression analysis. The results showed that the service quality dimension
variable (reliability, responsiveness, tangibles, emphaty) had a positive effect on
Shopee customer satisfaction in Indonesia, price had a positive effect on Shopee
customer satisfaction in Indonesia, and promotion had an effect on Shopee
customer satisfaction in Indonesia. Based on the value of R2 ,, this research
model is able to explain 55.1% variation in customer satisfaction, 44.9% is
influenced by variables not examined in this study.

Keywords: dimensions of service quality, price, promotion, customer satisfaction
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