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RINGKASAN 

 

Indonesia merupakan pasar dengan pertumbuhan e-commerce yang menarik dari tahun ke 

tahun. Dan diera digital ini kaum milenial seperti mahasiswa sangat suka untuk berbelanja 

online. Pada industri atau bisnis yang berorientasi pada konsumen tidak dapat dihindari bahwa 

kualitas pelayanan merupakan salah satu faktor yang dapat mempengaruhi kepuasan. E-

commerce yang memiliki banyak pengunjung di Indonesia adalah Tokopedia dan Shopee. Untuk 

membandingkan kualitas pelayanan online antara Tokopedia dan Shopee maka perlu dilakukan 

penelitian tentang perbandingan e-service quality antara Shopee dan Tokopedia dari persepsi 

Mahasiswa di Universitas Muhammadiyah Ponorogo. 

Penelitian ini bertujuan untuk mengetahui perbedaan E-Service Quality dari dimensi 

Efficiency, Fulfillment, System Availability, Privacy, Responsiveness, Compansation dan Contact 

antara Shopee dan Tokopedia menurut Persepsi Mahasiswa di Universitas Muhammadiyan 

Ponorogo. 

Penelitian ini merupakan penelitian kuantitatif. Metode pengumpulan data dilakukan dengan 

cara penyebaran angket secara online kepada mahasiswa pelanggan Shopee dan Tokopedia di 

Universitas Muhammadiyah Ponorogo dengan jumlah sampel yang diperoleh adalah 85 

responden. Teknik pengambilan sampel menggunakan quota sampling dengan teknik analisis 

menggunakan paired sample t-test. 

Hasil penelitian menunjukkan dari ketujuh dimensi e-service quality terdapat perbedaan 

yang signifikan antara Shopee dan Tokopedia. Dengan rata-rata nilai Shopee lebih besar 

daripada Tokopedia. Sehingga e-service quality  pada Shopee lebih baik daripada Tokopedia. 

 

 

Kata Kunci: E-commerce, E-service Quality, Mahasiswa 

https://www.wartaekonomi.co.id/tag3331/e-commerce.html
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ABSTRAK 

Indonesia is a market with attractive e-commerce growth from year to year. And in this 

digital era, millennials like students really like to shop online. In a consumer-oriented industry 

or business, it cannot be avoided that service quality is one of the factors that can affect 

satisfaction. E-commerce that has a lot of visitors in Indonesia is Tokopedia and Shopee. o 

compare the quality of online services between Tokopedia and Shopee, it is necessary to conduct 

research on the comparison of e-service quality between Shopee and Tokopedia from the 

perceptions of students at Muhammadiyah University of Ponorogo. 

This study aims to determine the difference in E-Service Quality from the dimensions of 

Efficiency, Fulfillment, System Availability, Privacy, Responsiveness, Compansation and Contact 

between Shopee and Tokopedia according to Student Perceptions at Muhammadiyah University 

of Ponorogo. 

his research is a quantitative research. The data collection method was carried out by 

distributing questionnaires online to Shopee and Tokopedia customer students at the 

Muhammadiyah University of Ponorogo with a total sample of 85 respondents. The sampling 

technique used was quota sampling with the analysis technique used the paired sample t-test. 

The results showed that from the seven dimensions of e-service quality there were 

significant differences between Shopee and Tokopedia. With an average Shopee value is greater 

than Tokopedia. So that e-service quality on Shopee is better than Tokopedia. 
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