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Tokopedia Customer Satisfaction Analysis 

 

By Djuan Deus Ahuro Sibagariang 

 

Abstract 

 

The ongoing Covid-19 pandemic has created a change in shopping activities from 

offline to online. There has been an increase in e-commerce players. In the era of 

the birth of e-commerce, there is an e-commerce that is having problems in the field 

of security, even though the number of people who use its services is increasing. 

This study aims to analyze and prove the effectiveness of online convenience, online 

trust, and online security on Tokopedia customer satisfaction. This study uses 

quantitative research with the use of a sample collection technique, namely 

purposive sampling. The selected population is Tokopedia users who live in Depok. 

The source of the data comes from the results of a questionnaire of 75 respondents. 

The analytical tool in this study is the SmartPLS 3 software. From the results of the 

study it was found: (1) there was a positive and significant influence on online 

convenience on Tokopedia customer satisfaction; (2) there is a positive and 

significant influence on online trust on Tokopedia customer satisfaction; (3) there 

is no significant effect on online security on Tokopedia customer satisfaction. 

 

Keywords: Customer Satisfaction, Online Convenience, Online Trust, Online 

security 
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Analisis Kepuasan Pelanggan Tokopedia 

 

Oleh Djuan Deus Ahuro Sibagariang 

 

Abstrak 

 

Pandemic Covid-19 yang kini tengah berlangsung menciptakan perubahan dalam 

aktivitas berbelanja dari offline ke online. Terjadi peningkatan pada pelaku e-

commerce. Dalam masa lahirnya e-commerce ini, ada sebuah e-commerce yang 

tengah bermasalah dalam bidang keamanan, meski begitu jumlah orang yang 

menggunakan jasa nya meningkat. Penelitian ini mempunyai tujuan untuk 

menganalisis serta membuktikan pengaruh kenyamanan online, kepercayaan 

online, dan keamanan online terhadap kepuasan pelanggan Tokopedia. Penelitian 

ini menggunakan jenis penelitian kuantitatif degan penggunaan teknik 

pengumpulan sampel yakni purposive sampling. Populasi yang dipilih ialah 

pengguna Tokopedia yang berdomisili di Depok. Sumber data berasal dari hasil 

kuesioner 75 responden. Alat analisis dalam penelitian ini yakni software 

SmartPLS 3. Dari hasil penelitian didapati: (1) terdapat pengaruh yang positif dan 

signifikan pada kenyamanan online terhadap kepuasan pelanggan Tokopedia; (2) 

terdapat pengaruh yang positif dan signifikan pada kepercayaan online terhadap 

kepuasan pelanggan Tokopedia; (3) tidak terdapat pengaruh secara signifikan pada 

keamanan online terhadap kepuasan pelanggan Tokopedia. 

 

Kata Kunci : Kepuasan Pelanggan, Kenyamanan Online, Kepercayaan Online, 

Keamanan Online. 

  



 

 

 

viii 

BERITA ACARA UJIAN SKRIPSI 

SEMESTER GENAP TAHUN AKADEMIK 2020/2021 

 

Hari ini Senin, tanggal 10, Januari 2022, telah dilaksanakan Ujian Skripsi bagi 

mahasiswa:  

 

Nama  : Djuan Deus Ahuro Sibagariang  

 

NIM  : 1810111264 

 

Program  : Manajemen S.1 

 

Dengan judul skripsi sebagai berikut :  

 

“Analisis Kepuasan Pelanggan Tokopedia” 

 

Dinyatakan yang bersangkutan Lulus / Tidak Lulus *) 

 

Penguji 

 

No. Dosen Penguji Jabatan Tanda Tangan 

1 Suharyati, S.E., M.M. 
Ketua 

Penguji 

 

2 
Jenji Gunaedi Argo, S.E., 

M.M. 
Penguji I 

 

3 Yuliniar, S.E., M.M. Penguji II **) 

 

KEMENTERIAN PENDIDIKAN, KEBUDAYAAN, 

RISET, DAN TEKNOLOGI 

UNIVERSITAS PEMBANGUNAN NASIONAL VETERAN JAKARTA 

FAKULTAS EKONOMI DAN BISNIS 
 

Jalan Rumah Sakit Fatmawati, Pondok Labu, Jakarta Selatan 12450, Telepon 021-7656971 

Laman : www.upnvj.ac.id, e-mail : febupnvj@upnvj.ac.id    

http://www.upnvj.ac.id/
mailto:upnvj@upnvj.ac.id


 

 

 

ix 

 

 

Keterangan : 

*) Coret yang tidak perlu 

**) Dosen Pembimbing  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Jakarta, 10 Januari 2022 

Mengesahkan 

A.n. Dekan 

Kepala Program Studi 

Manajemen Program Sarjana 

 

 
 

 

Wahyudi.,SE.,MM 



 

 

 

x 

PRAKATA 

 

Puji dan syukur atas kehadirat Allah SWT, melalui nikmat dan karunia-Nya 

penulis dapat menyelesaikan usulan penelitian skripsi dengan judul “Analisis 

Kepuasan Pelanggan Tokopedia” tanpa adanya kendala berarti. 

Penulis mengucapkan terimakasih kepada Ibu Yuliniar SE., MM selaku 

dosen pembimbing yang telah banyak memberikan arahan dan saran-saran yang 

bermanfaat bagi keberlanjutan penulisan karya tulis ini. 

Di samping itu, penulis juga berterimakasih kepada orang tua, saudara, 

teman-teman yang selalu memberikan semangat dalam menyelesaikan penulisan. 

Penulis mohon maaf atas segala kekeliruan yang sangat mungkin terjadi pada 

penulisan skripsi ini. Semoga karya ilmiah ini dapat bermanfaat bagi peneliti 

selanjutnya dan seluruh pembaca.  

 

 

Jakarta, 26 Desember 2021 

 

 

 

 

Djuan Deus Ahuro Sibagariang 

1810111264 

 

 

 

  



 

 

 

xi 

DAFTAR ISI 

 

PERNYATAAN ORISINALITAS ...................................................................... iii 

PERNYATAAN PERSETUJUAN PUBLIKASI SKRIPSI UNTUK 

KEPENTINGAN AKADEMIS ........................................................................... iv 

LEMBAR PENGESAHAN .................................................................................. v 

Abstract .................................................................................................................. vi 

Abstrak ................................................................................................................. vii 

BERITA ACARA UJIAN SKRIPSI ................................................................. viii 

PRAKATA ............................................................................................................. x 

DAFTAR ISI ......................................................................................................... xi 

DAFTAR TABEL .............................................................................................. xiv 

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

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

BAB I ...................................................................................................................... 1 

PENDAHULUAN .................................................................................................. 1 

I.1. Latar Belakang ...................................................................................... 1 

I.2. Perumusan Masalah ............................................................................. 8 

I.3. Tujuan Penelitian .................................................................................. 8 

I.4. Manfaat Penelitian ................................................................................ 9 

BAB II .................................................................................................................. 10 

TINJAUAN PUSTAKA ...................................................................................... 10 

II.1  Landasan Teori .................................................................................. 10 

II.1.1 Pemasaran Online ........................................................................... 10 

II.1.2 E-Commerce .................................................................................... 11 

II.1.3 Perilaku Konsumen ......................................................................... 12 



 

 

 

xii 

II.1.4 Kepuasan Pelanggan ....................................................................... 13 

II.1.5 Kenyamanan Online ....................................................................... 16 

II.1.6 Kepercayaan Online ........................................................................ 20 

II.1.7 Keamanan Online ............................................................................ 22 

II.2  Hasil Penelitian Sebelumnya ............................................................. 24 

II.3  Model Penelitian ................................................................................. 30 

II.3.1 Kenyamanan Online  Terhadap Kepuasan Pelanggan ................ 31 

II.3.2 Kepercayaan Online Terhadap Kepuasan Pelanggan ................. 31 

II.3.3 Keamanan Online Terhadap Kepuasan Pelanggan ..................... 31 

II.4 Hipotesis ............................................................................................... 32 

BAB III ................................................................................................................. 33 

METODE PENELITIAN ................................................................................... 33 

III.1. Definisi Operasional dan Pengukuran Variabel .............................. 33 

III.2. Populasi dan Sampel ........................................................................... 34 

III.3. Teknik Pengumpulan Data ................................................................ 36 

III.3.1 Jenis Data ......................................................................................... 36 

III.3.2 Sumber Data .................................................................................... 36 

III.3.3 Pengumpulan Data .......................................................................... 36 

III.4. Teknik Analisis Data ........................................................................... 37 

III.4.1 Analisis Deskriptif ........................................................................... 38 

III.4.2 Analisis Inferensial .......................................................................... 39 

III.4.3 Tahapan Partial Least Square ......................................................... 40 

III.4.4 Uji Hipotesis ..................................................................................... 44 

III.4.4.1 Uji t (Uji Parsial) .......................................................................... 44 

BAB IV ................................................................................................................. 47 

HASIL DAN PEMBAHASAN ........................................................................... 47 

IV.1 Deskripsi Objek Penelitian ................................................................. 47 

IV.1.1 Profil Perusahaan Tokopedia ......................................................... 47 

IV.2. Deskripsi Data Penelitian ................................................................... 48 



 

 

 

xiii 

IV.2.1 Deskripsi Data Responden ............................................................. 48 

IV.2.2 Analisis Data Deskripsi ................................................................... 49 

IV.3 Uji Hipotesis dan Analisis ................................................................... 54 

IV.3.1 Model Pengukuran (Outer Model) ................................................. 54 

IV.3.1.1 Uji Validitas Konvergen ............................................................... 55 

IV.3.1.2 Uji Validitas Diskriminan ............................................................ 57 

IV.3.1.3 Uji Reliabilitas ............................................................................... 58 

IV.3.2 Model Struktural (Inner Model) ..................................................... 59 

IV.3.2.1 Uji R Square .................................................................................. 59 

IV.3.2.2 Uji Q-Square ................................................................................. 60 

IV.3.3 Uji Hipotesis ..................................................................................... 60 

IV.3.3.1 Uji t-Statistik ................................................................................. 60 

IV.4 Pembahasan ......................................................................................... 62 

IV.4.1 Pengaruh Kenyamanan Online Terhadap Kepuasan Pelanggan 62 

IV.4.2 Pengaruh Kepercayaan Online Terhadap Kepuasan Pelanggan 63 

IV.4.3 Pengaruh Keamanan Online Terhadap Kepuasan Pelanggan ... 64 

IV.5 Keterbatasan Penelitian ..................................................................... 66 

BAB V ................................................................................................................... 67 

SIMPULAN DAN SARAN ................................................................................. 67 

V.1. Simpulan .............................................................................................. 67 

V.2. Saran .................................................................................................... 68 

DAFTAR PUSTAKA .......................................................................................... 69 

LAMPIRAN ......................................................................................................... 73 

 

 

  



 

 

 

xiv 

DAFTAR TABEL 

 

Table 1. Matriks Penelitian Sebelumnya .............................................................. 27 

Table 2. Pengukuran Variabel ............................................................................... 33 

Table 3. Skala Likert ............................................................................................. 37 

Table 4. Kisi-Kisi Instrumen Penelitian ................................................................ 37 

Table 5. Peringkat Jawaban Kuesioner ................................................................. 38 

Table 6. Interpretasi Nilai Indeks .......................................................................... 39 

Table 7 Interpretasi Reliabilitas ............................................................................ 43 

Table 8. Karakteristik Responden Dari Jenis Kelamin ......................................... 48 

Table 9. Frekuensi Penggunaan Aplikasi Tokopedia ............................................ 48 

Table 10. Jawaban Kepuasan Pelanggan .............................................................. 49 

Table 11. Jawaban Kenyamanan Online ............................................................... 51 

Table 12. Jawaban Kepercayaan Online ............................................................... 52 

Table 13. Jawaban Keamanan Online ................................................................... 53 

Table 14. Outer Loading Factor ............................................................................ 56 

Table 15. Nilai Fornell-Lacker-Criterium ............................................................. 57 

Table 16. Nilai Average Variance Extracted (AVE) ............................................ 57 

Table 17. Nilai Composite Reliability dan Cronbach's Alpha .............................. 58 

Table 18. Nilai R Square ....................................................................................... 59 

Table 19. Nilai Koefisien Jalur (Path Coefficients) .............................................. 61 

 

  



 

 

 

xv 

DAFTAR GAMBAR 

 

 

Gambar 1. Wilayah-Wilayah dimana Milenial yang Banyak Belanja Online ........ 4 

Gambar 2. 10 E-Commerce dengan Pengunjung Situs Bulanan Tertinggi ............. 6 

Gambar 3. Alur Kegiatan E-Commerce ................................................................ 12 

Gambar 4. Model Penelitian ................................................................................. 30 

Gambar 5. Tahapan Struktural PLS ...................................................................... 40 

Gambar 6. Konstruk Diagram Jalur ...................................................................... 42 

Gambar 7. Nilai Loading Factor melalui Diagram Jalur ....................................... 55 

Gambar 8. Inner Model ......................................................................................... 62 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

file:///C:/Users/62819/Desktop/SKRIPSI/Juan%20Deus/1810111264_Djuan%20Deus%20Ahuro%20Sibagariang_Skripsi%20-%20Deus.docx%23_Toc98616890
file:///C:/Users/62819/Desktop/SKRIPSI/Juan%20Deus/1810111264_Djuan%20Deus%20Ahuro%20Sibagariang_Skripsi%20-%20Deus.docx%23_Toc98616891
file:///C:/Users/62819/Desktop/SKRIPSI/Juan%20Deus/1810111264_Djuan%20Deus%20Ahuro%20Sibagariang_Skripsi%20-%20Deus.docx%23_Toc98616892


 

 

 

xvi 

DAFTAR LAMPIRAN 

 

Lampiran 1 Kuesioner Penelitian .......................................................................... 73 

Lampiran 2 Data Kuesioner 75 Responden .......................................................... 78 

Lampiran 3 Hasil Data Karakteristik Responden.................................................. 88 

Lampiran 4 Hasil Data Statistik Deskriptif Responden ........................................ 89 

Lampiran 5 Hasil Output Outer Model PLS ......................................................... 90 

Lampiran 6 T Tabel ............................................................................................... 95 


