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ABSTRACT 
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By 
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The purpose of this research is to find out whether e-service quality has an influence towards 

customer satisfaction. The methodology used would be multiple regression, correlation, and    

t-test. This study aimed to determine how much influence the E-Service Quality has towards 

Customer Satisfaction of the Tokopedia website. In this study, data were gathered through 

distributed questionnaires and will be analyzed by using SPSS. Based on 160 samples collected 

and tested, the results show that; E-Service Quality has a correlation with Customer 

Satisfaction. As for the influence, E-Service Quality has a significant influence towards 

Customer Satisfaction. This study also analyze the customer expectation and reality of each    

E-Servqual Dimensions that known as Gap Analysis. Results of this research will be discussed 

and deliver implications of the result which is hoped can be utilized by e-commerce companies 

to analyze their weakness and strengths as a company. 

 

Keywords: E-Service Quality, Customer Satisfaction, Customer Expectation, Perceived 

Reality, Gap Analysis 
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