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ABSTRACT

ANALYSIS OF INFLUENCE OF E-SERVICE QUALITY ON
CUSTOMER SATISFACTION OF TOKOPEDIA

By

Marshanette Regina Maramis

Matthias Reese, MA, Advisor

SWISS GERMAN UNIVERISTY

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

Marshanette Regina Maramis



ANALYSIS OF INFLUENCE OF E-SERVICE QUALITY ON Page 4 of 100
CUSTOMER SATISFACTION OF TOKOPEDIA

O Copyright 2016

SWISS GERMAN UNIVERSITY

Marshanette Regina Maramis



ANALYSIS OF INFLUENCE OF E-SERVICE QUALITY ON Page 5 of 100
CUSTOMER SATISFACTION OF TOKOPEDIA

DEDICATION

I dedicate this work to my dearest Mom and Grandmother.
I hope that this one, small achievement will complete the dream
that you both had for me all those many years ago when you

chose to give me the best education you could.

Marshanette Regina Maramis



ANALYSIS OF INFLUENCE OF E-SERVICE QUALITY ON Page 6 of 100
CUSTOMER SATISFACTION OF TOKOPEDIA

ACKNOWLEDGEMENTS

First of all I thank God for the guidance and wellbeing given to me to complete this thesis.
It has been an intensive months and without His guidance I would not be able to make it here.

Foremost, I would like to thank everyone who helped and supported me to finish the thesis.

For my mom who gave me support, prayers, and motivation to finish my thesis. Despite the
fact that I can’t hug you everyday, your words and love helped me to get through hard times

way too many times and I really appreciate that.

I wish to thank Mohammad Ryan Avila Ramadhan, for his company, and never-ending support,

also to my best girl, Amanda Claudia Rehiara for her assistance and support.

My thesis advisor, Matthias Reese, who has been very supportive since the day I began my
thesis, without his patience and motivation I would not be able to finish the thesis. I thank him
for the time and effort spent which has helped me a lot. Also to Ms. Debbie Simorangkir, for

the feedbacks and a small exchange of nice conversations and encouragement.

To my friends who helped me with motivation, encouragement, sleepless nights, and those
whom I’ve bothered with thesis matter. And to all others whom I cannot mention here who

helped me through the finishing process of this thesis, I thank you all dearly.

Marshanette Regina Maramis



ANALYSIS OF INFLUENCE OF E-SERVICE QUALITY ON Page 7 of 100
CUSTOMER SATISFACTION OF TOKOPEDIA

TABLE OF CONTENTS

STATEMENT BY THE AUTHOR ..........ccoiiiiiiieeeeee e 2
ABSTRACT ...ttt ettt b e et s e e st et e st e st et e sbesaeeneeneenes 3
DEDICATION ..ottt ettt ettt sttt e a e entest e s et ebesbesbeebesneeneeneas 5
ACKNOWLEDGEMENTS ..ottt ettt ens 6
TABLE OF CONTENTS ...ttt ettt sttt sttt ettt ebe sttt ene e e e sentens 7
CHAPTER 1 — INTRODUCTION .....ccoiitiiiiiiiieienieseeeeieeteeiteteete et 12
IRRBACKITOUN ... ............ R veeeee - RN ........................... 00 12
1.2 RESEATCH ODJECTIVES .. cuteerureeiueasuneeiieniieetienieeteestteeeseessaesseesssesnstessseeseessseenseassseenseannsen 15
1.3 Research Problem ... [ES——_ . ................. [SSSENI .. .....c0iecoeeeeneenenneeneeneennedhnanns 15
1.4 Scope and LimMitations........ecueerieeiiieiiiiiieiieeteesteeteesaessseesieeeaeeseeeenteeeneeeneeeneeeneesnseas 15
1.5 Significance Of STUAY ...cooueeeieriiiiniieiieeiiee st e st essae e s e st e e e eateeneeeeaeeensnesnneen 16
1.6 ReSEarch QUESTION .........eceiuieieiieeeieeeeiteeceiteeesiteeeitaeeesteeessaeesasasesaseeeesseeeenseeesseessseesnseas 16
L7 HYPOtRESES ..ottt ettt ettt et e st e et e st e ebeesabeenbeessbeenbeeenbeenseasnseensaennnean 17
1.8 Theoretical Framework ...........ouoveo ittt 18
CHAPTER 2 - LITERATURE REVIEW. ...ccc. cun....cum suus osn. cosuus cs5 « sosuussss ssssssn csssuns - ssasssss 19
T W e, e M 4 % T N LR Wl L RT R Y W HE 19
B ACHE,, SeEamRE T e W Em T ammam. . 21
2.2.1 Definition of Marketing ...........cccueveiieriiiiieiieeie ettt et saeeiee e e 21
2.2.2 The Marketing COnCEPL .....cccvieriieriieiieeie ettt ettt et eteetee e eieesaaeeseesaaeeseens 22

2.3 CusStomer SatiSTACLION .....cc.uiruiiriiiieiiieitete ettt st 23
2.4 The Concept of Service Quality and E-Service Quality ..........ccceoveeiiiienieniiienieeieeens 24
2.4.1 CharacteriStiC OF SETVICE ......ccueriiriieriieiiniieiie ettt ettt 24
2.4.2 Service QUAlity THEOTY ...c.eiiiiiiieiiieiieeie ettt ettt st e e e 25
2.4.3 E-Service Quality (E-SERVQUAL) .....cccoiiiiiiiieiieeiteieeee ettt 27
2.4.4 E-SERVQUAL Gap MOdEl .....c..ooiiiiiiiiieiieeiteeet ettt 30

2.5 GAP ANALYSIS .eieuiiiiiieiieeiie ettt ettt et et et e et e e stt e et e e tae et e e beeenbeeseeenbeebeeenbeeneenn 32
2.6 PIevIOUS STUAIES ...cuveiiietieieiiieieee ettt ettt sttt ettt et sbe et st esbeenbeas 33

Marshanette Regina Maramis



ANALYSIS OF INFLUENCE OF E-SERVICE QUALITY ON Page 8 of 100
CUSTOMER SATISFACTION OF TOKOPEDIA

CHAPTER 3 — RESEARCH METHODS ......cccoooiiiiiieeeeeee e 35
3.1 Research Process Framework ...........coeoviiiiiiiiiiiiniiicceeeeee e 35
3.2 TYPE OF STUAY .c.nvieeitieiieeieeee ettt ettt et e et e st e esbeessaeebaesaaeesseessneenseens 36
3.3 UNIt OF ANALYSIS .eieutiiiiieiieiie ettt ettt et e e et eete e st e e bt e ssaeebeessaeenseessseenseens 37
3.4 Population and SAmPIE .........cccueeriiiiiiiiiiiieee e 38
3.5 Data Collecting T@ChNIQUE ........cceeiiiiiriiieiienie ettt ettt siaeebeeseaeeeee s 38

3.6.1 DEMOZIAPNIC ... .ieiiiiiiieiieeie ettt ettt ettt sttt eaae e ennas 39
3.6.2 E-Service Quality DImenSIONS. .........cocueeruieiiieniieiiieiieeit e eve et sae e 40
3.6.3 Customer Satisfaction Measurement .............oceecuereerierienienienieneeie e 40
3.7 Data Analysis TEChNIQUE .......c..eeiuieriieiiieiie ettt ettt ees 43
3.8 ReSEArCh MOMEL ...ttt 44

CHAPTER 4 — RESULTS AND DISCUSSIONS ..ottt 45
AR CEnltsm, ............ [ . ................ .. SR ........................ . 45
4.2 COMPANY OVETVIEW .euvieiuiieuieniiaiieiitetieeietesseesseesseesssesnseessseeseeanseanseesnseeseesnseeseesnsens 46
4.3 Respondent Profilc.. [, ................. "SI, .........................0corvsdanuens 47

4.3.1 Gender sy T ...................... SO ................ A SSS 47
4.3.2 ABC...ccuvveecrueeannnennn.. R NUNNIRURURRRRRRERRRTR ... ... ...« cc<scoooonees 47
4.3.3 Educational Background.........ccccceeiiiiiiiiiiiiieeiieesie et esie st esieeereesieesneesneeenneenne 48
4.3.4  OCCUPALION ..ottt et eiie et e etteeteestteesbeenteeenbeeseeenbeeseesnseeseesnseenseennseeseesnseenns 48
gl 2ot Dii@1th Liekio Q6600 Guwme. . pu. . .. g .. Jun. ... SN JN BN NN . S S S N S— 49
B % TNkopdilias UNCT INFTal IETRITIN . B0 U0 . BUSRN. .. B O ONURNN BN BN AT AR W .. 49
e S g Ko (01 e ermbereer e rp s oy W e e s et el retrr A e e s s e o e 50
4.4.1 ReaDIIEY TESt...uieeuiieiieiiieiieeie ettt ettt ettt et eiae e e e 50
4. 4.2 VAlIAILY TESE.ueiiiiiiiieiieeie ettt ettt et ettt sat e e e e saeenseesnbeenseesnnas 52
4.5 POSt-TESt RESULILS ..ottt 55
4.5.1 REHADIIEY TESt...uieeiiieiieeiiieiieeie ettt ettt ettt e nae e e e 55
4.5.2 ValIAIEY TOST..cuviiiieeiieiieeieeeie ettt ettt ettt ettt et e et eseaeenbeesaseenseesnaeenne 56
4.6 HypOtheSes ANALYSIS....cccuiiiiieriieeiieiieeiiesiie et eeiee ettt e e aeesteeete e seessbeenseesneeenseessseenseens 59
4.7 Additional FINAINGS ......cccoeeiuiiiiiiiieiie ettt ettt e saee e e aeeenaeennee s 65
4.8 DISCUSSION. ...ttt ettt st ettt s bt et et e sbe et e satesbe e bt eateeb e e bt saeesbee bt enbesseenbeensenanens 65

Marshanette Regina Maramis



ANALYSIS OF INFLUENCE OF E-SERVICE QUALITY ON Page 9 of 100
CUSTOMER SATISFACTION OF TOKOPEDIA

CHAPTER 5 — CONCLUSIONS AND RECCOMENDATIONS .......cooiiiiniiiinienieene 68
5.1 CONCIUSIONS. ...ttt et b et st sb et sat e bt et sate s bt eaeeaees 68
5.2 RECOMMENAALIONS ... .cotiiiiriiitieiie ettt ettt ettt sttt ettt e bt et sbe e beeaee e 69

REFERENCES.........cooiiiiiiet ettt sttt sttt ettt et enne e 71

APPENDICES ... ettt 74
APPENDIX A — Questionnaire in English and Indonesian ..............................cooc 74
APPENDIX B — SPSS Output Frequencies...............ccoooviiiiiiiiiienniienieeneeeeiee e 82
APPENDIX C — SPSS Output Regression Analysis .............ccccccooviiiniiiiniiiiniieinieee 94
APPENDIX D — SPSS Output Paired Samples Test ................cc.ccociiiiiiininiinnne. 96

CURRICULUM VITAE........ooititiiiieiteie ettt sttt sttt sttt ettt 98

Marshanette Regina Maramis



