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ABSTRAK

Ketidaksesuaian antara representasi informasi digital pada Shopee dengan
kondisi fisik produk blind box Pop Mart memunculkan paradoks kepuasan, yaitu
kondisi ketika konsumen tetap merasakan kepuasan meskipun mengalami
ketidaksesuaian kualitas produk. Fenomena tersebut menunjukkan bahwa
pengalaman pasca pembelian blind box tidak selalu berakhir pada ketidakpuasan,
tetapi dipengaruhi oleh cara konsumen memaknai pengalaman yang dialaminya.
Penelitian ini bertujuan untuk menganalisis pembentukan ekspektasi konsumen
berdasarkan informasi digital di Shopee serta menjelaskan pengalaman kepuasan
pasca pembelian ketika terjadi ketidaksesuaian antara ekspektasi dan realitas
produk blind box Pop Mart. Penelitian ini menggunakan Expectancy
Disconfirmation Theory (EDT) untuk menjelaskan hubungan antara ekspektasi,
kinerja aktual produk, dan evaluasi kepuasan konsumen setelah pembelian.
Penelitian ini menggunakan metode kualitatif dengan paradigma konstruktivisme
dan pendekatan fenomenologi Alfred Schutz. Data diperoleh melalui wawancara
mendalam, observasi, dokumentasi, serta dianalisis menggunakan NVivo 15
melalui proses coding, kategorisasi tema, dan interpretasi data. Hasil penelitian
menunjukkan bahwa konsumen membentuk ekspektasi dengan memanfaatkan
berbagai informasi digital sebelum melakukan pembelian, kemudian
membandingkan kondisi produk yang diterima dengan harapan yang telah
terbentuk. Informan yang menerima produk dengan ketidaksesuaian kualitas
fisik mengalami negative disconfirmation, sedangkan informan yang menerima
produk sesuai dengan ekspektasinya mengalami confirmation. Konsumen
membedakan antara ketidakpastian karakter yang diterima sebagai bagian dari
konsep blind box dan ketidaksesuaian kualitas fisik produk yang tidak
diharapkan. Meskipun terjadi negative disconfirmation pada kualitas fisik,
kepuasan tidak selalu hilang karena konsumen memaknai pengalaman pembelian
secara keseluruhan melalui pengalaman unboxing, keberhasilan memperoleh
karakter wishlist, dan penerimaan terhadap unsur ketidakpastian. Kondisi
tersebut membentuk paradoks kepuasan, yaitu ketika kepuasan dan kekecewaan
hadir secara bersamaan dalam satu pengalaman pasca-pembelian. Penelitian ini
memberikan kebaruan dengan menunjukkan bahwa negative disconfirmation
pada kualitas fisik tidak selalu berakhir pada ketidakpuasan karena kepuasan
dibentuk melalui pemaknaan terhadap keseluruhan pengalaman pembelian.

Kata kunci: Blind box, Expectancy Disconfirmation Theory, paradoks kepuasan,
Pop Mart.
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ABSTRACT

The discrepancy between the digital representation of information on Shopee
and the physical condition of Pop Mart blind box products gives rise to a
satisfaction paradox, in which consumers continue to feel satisfied despite
experiencing product quality discrepancies. This phenomenon indicates that the
post-purchase experience of blind box products does not always result in
dissatisfaction but is influenced by how consumers interpret and assign meaning
to their experiences. This study aims to analyze how consumers form expectations
based on digital information available on Shopee and to explain their post-
purchase satisfaction experiences when discrepancies occur between
expectations and the actual condition of Pop Mart blind box products. The study
adopts the Expectancy Disconfirmation Theory (EDT) to explain the relationship
between consumer expectations, actual product performance, and post-purchase
satisfaction evaluation. This study employed a qualitative method within a
constructivist paradigm using Alfred Schutz's phenomenological approach. Data
were collected through in-depth interviews, observations, and documentation,
and were analyzed using NVivo 15 through coding, theme categorization, and
data interpretation. The findings reveal that consumers form expectations by
utilizing various sources of digital information prior to purchase and
subsequently compare the received products with their initial expectations.
Participants who received products with physical quality discrepancies
experienced negative disconfirmation, whereas those whose products met their
expectations experienced confirmation. Consumers distinguished between
character uncertainty, which was accepted as an inherent feature of the blind
box concept, and unexpected discrepancies in the physical quality of the
products. Although negative disconfirmation occurred regarding physical
quality, consumers' evaluations did not end with the product's physical condition.
The unboxing experience, obtaining their wishlist character, and acceptance of
character uncertainty encouraged consumers to maintain a positive
interpretation of their overall purchase experience. These conditions created a
satisfaction paradox, in which satisfaction and disappointment coexisted within
the same post-purchase experience. This study contributes a novel finding by
demonstrating that negative disconfirmation regarding physical product quality
does not necessarily lead to dissatisfaction because consumers construct
satisfaction through the meaning they assign to their overall purchase
experience.

Keywords: Blind box, Expectancy Disconfirmation Theory, satisfaction paradox,
Pop Mart.
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