
 

 

 

 

 

 

 

 

 

LAMPIRAN 



 

 

 

Lampiran 1 

SURAT PERMOHONAN PENGISIAN KUESIONER 

Hal : Permohonan Pengisian Kuesioner  

Yth:Bapak/Ibu Responden 

Di Tempat.  

Dengan hormat, 

Untuk memenuhi sebagian persyaratan dalam penyelesaian pendidikan 

Program Studi Manajemen Fakultas Ekonomi Universitas Muhammadiyah 

Ponorogo, saya memerlukan beberapa informasi sebagai bahan penulisan skripsi 

yang berjudul “AnalisisPerbandingan E-Service Quality Antara Tokopedia dan 

Shopee Menurut Persepsi Mahasiswa di Universitas Muhammadiyah Ponorogo”.  

Sehubungan dengan itu, saya memohon kesediaan Bapak/Ibu/Saudara 

untuk mengisi kuesioner ini sesuai dengan petunjuk pengisiannya. Kuesioner ini 

didesain untuk membandingkan e-service quality antara Tokopedia dan Shopee 

melalui dimensi efficiency, fulfillment, sustem availability, privacy, 

responsiveness, compensation dan contact. Berikut akan dilanpirkan gambar dari 

beranda tokopedia dan shopee. Seluruh informasi yang diperoleh dari kuesioenr 

ini hanya akan saya gunakan untuk keperlua penelitian saja dan saya akan 

menjaga kerahasiaannya sesuai dengan etika penelitian. Saya harap Bapak/Ibu 

dapat mengembalikan kuesioner ini.  

Atas kesedian Bapak/Ibu yang telah meluangkan waktu untuk mengisi 

kuesioner ini, saya ucapkan terima kasih.  

Ponorogo,   April 2020 

 

Eka Kristia Indrayanti 

(16414280) 

 



 

 

 

Lampiran : 

1. SHOPEE 

 

 

2. TOKOPEDIA 

 



 

 

 

KUESIONER PENELITIAN 

ANALISIS PERBANDINGAN E-SRVICE QUALITY ANTARA SHOPEE DAN 

TOKOPEDIA STUDI KASUS DI UNIVERSITAS MUHAMMADIYAH 

PONOROGO 

Data Responden  : 

Nama Responden  : 

Jurusan   : 

 

Jenis Kelamin (jawab dengan beri tanda ceklis “√”) 

         Laki-laki     Perempuan 

Pernah berbelanja online di Shopee 

  Ya 

  Tidak 

Pernah berbelanja online di Tokopedia 

  Ya 

  Tidak 

Kategori apa yang sering anda beli di Shopee 

  Pakaian 

  Fashion Anak 

  Sepatu 

  Fashion Muslim 

  Handphone dan Aksesoris 



 

 

 

Kategori apa yang sering anda beli di Tokopedia 

  Pakaian 

  Fashion Anak 

  Sepatu 

  Fashion Muslim 

  Handphone dan Aksesoris 

 

 

 

 

 

 

 

 

 



 

 

PETUNJUK PENGISIAN KUESIONER 

Jawablah masing-masing pertanyaan dibawah ini sesuai dengan penilaian saudara. 

Pilihlah salah satu jawaban dari kesekian kolom alternatif jawaban yang sesuai 

dengan cara memberikan tanda (√) pada salah satu kolom jawaban yang tersedia. 

Keterangan jawaban sebagai berikut : 

1. Sangat Tidak Setuju : 1 

2. Tidak Setuju  : 2 

3. Netral   : 3 

4. Setuju   : 4 

5. Sangat Setuju  : 5 

Substansi jawaban akan menyesuaikan daftar pertanyaan 

 

Daftar Pertanyaan 

Efficiency Shopee 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Di website shopee mudah untuk menemukan 

barang yang dibutuhkan 
     

2.  Situs Shopee memuat halaman dengan cepat      

 



 

 

 

Efficiency Tokopedia 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Di website Tokopedia mudah untuk menemukan 

barang yang dibutuhkan 
     

2.  Situs Tokopedia memuat halaman dengan cepat      

 

Fulfillment Shopee 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Situs Shopee jujur atas setiap penawaran yang 

diberikan (misal : promo yang ditawarkan sesuai 

pada saat pembayaran) 

     

2. Situs Shopee selalu menjaga aktivitas belanja 

saya selalu aman dan nyaman 
     

 

Fulfillment Tokopedia 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Situs Tokopedia jujur atas setiap penawaran 

yang diberikan (misal : promo yang ditawarkan 

sesuai pada saat pembayaran) 

     



 

 

 

2. Situs Tokopedia selalu menjaga aktivitas belanja 

saya selalu aman dan nyaman 
     

 

System Availability Shopee 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Sistem website Shopee menjalankan permintaan 

pembeli secara akurat 
     

2. Sistem website Shopee jarang terjadi kesalahan      

 

System Availability Tokopedia 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Sistem website Tokopedia menjalankan 

permintaan pembeli secara akurat 
     

2. Sistem website Tokopedia jarang terjadi 

kesalahan 
     

 

Privacy Shopee 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Situs Shopee melindungi informasi tentang      



 

 

aktivitas belanja saya 

2. Situs Shopee melindungi informasi transaksi saya 

(kartu kredit/debit, dan lain sebagainya) 
     

3. Saya merasa bisa mempercayai situs Shopee 

untuk berbelanja 
     

 

Privacy Tokopedia 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Situs Tokopedia melindungi informasi tentang 

aktivitas belanja saya 
     

2. Situs Tokopedia melindungi informasi transaksi 

saya (kartu kredit/debit, dan lain sebagainya) 
     

3. Saya merasa bisa mempercayai situs Tokopedia 

untuk berbelanja 
     

 

Responsiveness Shopee 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Situs Shopee menangani masalah/keluhan 

pembelian saya dengan sederhana 
     

2. Situs Shopee menangani masalah/keluhan saya 

dengan segera 
     

3. Situs Shopee memberitahu saya apa yang harus      



 

 

dilakukan jika transaksi belanja saya mengalami 

masalah (tidak terproses dan sebagainya) 

4. Situs Shopee menanggapi masalah/keluahan 

belanja saya dalam waktu 24 jam 
     

 

Responsiveness Tokopedia 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Situs Tokopedia menangani masalah/keluhan 

pembelian saya dengan sederhana 
     

2. Situs Tokopedia menangani masalah/keluhan 

saya dengan segera 
     

3. Situs Tokopedia memberitahu saya apa yang 

harus dilakukan jika transaksi belanja saya 

mengalami masalah (tidak terproses dan 

sebagainya) 

     

4. Situs Tokopedia menanggapi masalah/keluahan 

belanja saya dalam waktu 24 jam 
     

 

Compensation Shopee 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Situs Shopee menawarkan refund/retur/tukar 

barang jika barang tidak sesuai, ingin ganti 

produk dan sebagainya 

     



 

 

Compensation Tokopedia 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Situs Tokopedia menawarkan refund/retur/tukar 

barang jika barang tidak sesuai, ingin ganti 

produk dan sebagainya 

     

 

Contact Shopee 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Situs web Shopee menyediakan kontak (telepon. 

Email dan lain-lain) untuk mengatasi masalah 

atau keluhan belanja saya 

     

2. Situs Shopee memiliki customer service yang 

tersedia secara online 
     

 

Contact Tokopedia 

No. Pertanyaan 

Jawaban 

STS TS N S SS 

1. Situs web Tokopedia menyediakan kontak 

(telepon. Email dan lain-lain) untuk mengatasi 

masalah atau keluhan belanja saya 

     

2. Situs Tokopedia memiliki customer service yang 

tersedia secara online 
     



 

Lampiran 2 

TABULASI DATA PENELITIAN 

SHOPEE 

RES X1.1 X2.2 X1 X2.1 X2.2 X2 X3.1 X3.2 X3 X4.1 X4.2 X4.3 X4 X5.1 X5.2 X5.3 X5.4 X5 X6.1 X6 X7.1 X7.2 X7 

1 5 3 8 5 4 9 4 2 6 5 5 3 13 2 5 5 4 16 4 4 4 4 8 

2 4 5 9 5 5 10 5 5 10 5 4 4 13 4 5 5 5 19 5 5 5 5 10 

3 4 3 7 4 4 8 4 3 7 3 4 5 12 4 3 4 3 14 3 3 4 4 8 

4 5 4 9 4 4 8 4 4 8 5 5 4 14 3 3 4 4 14 5 5 5 5 10 

5 4 4 8 3 4 7 4 3 7 3 3 3 9 3 3 3 4 13 3 3 3 3 6 

6 4 4 8 4 5 9 5 4 9 4 3 3 10 3 4 3 3 13 3 3 4 3 7 

7 1 1 2 2 2 4 1 1 2 2 3 2 7 2 2 2 3 9 5 5 1 1 2 

8 5 5 10 4 5 9 4 3 7 3 4 4 11 4 3 3 3 13 4 4 4 4 8 

9 4 4 8 4 4 8 4 3 7 4 4 4 12 4 4 4 4 16 3 3 4 4 8 

10 4 3 7 3 3 6 3 4 7 4 3 4 11 4 3 4 3 14 4 4 4 4 8 

11 5 4 9 5 3 8 5 4 9 3 5 5 13 3 3 4 4 14 3 3 4 3 7 

12 4 4 8 4 4 8 4 4 8 3 3 3 9 3 3 3 3 12 3 3 4 3 7 

13 5 5 10 5 5 10 4 5 9 5 5 4 14 4 4 4 5 17 3 3 5 5 10 

14 4 5 9 4 4 8 3 3 6 3 3 3 9 4 3 3 3 13 3 3 3 3 6 



 

 

15 4 5 9 5 5 10 4 4 8 5 5 5 15 5 5 5 5 20 4 4 5 4 9 

16 4 4 8 3 4 7 4 4 8 4 4 4 12 3 3 3 3 12 4 4 3 3 6 

17 4 4 8 3 4 7 4 3 7 3 4 3 10 4 3 4 3 14 3 3 4 4 8 

18 4 4 8 5 4 9 3 4 7 4 4 4 12 3 3 4 3 13 4 4 3 3 6 

19 4 3 7 3 3 6 3 4 7 4 4 5 13 5 5 5 4 19 4 4 5 5 10 

20 4 4 8 4 4 8 4 4 8 4 4 4 12 4 4 4 4 16 4 4 5 4 9 

21 4 3 7 3 3 6 3 4 7 4 4 5 13 5 5 5 4 19 4 4 5 5 10 

22 5 5 10 5 5 10 5 5 10 5 4 4 13 3 4 4 4 15 3 3 4 4 8 

23 4 3 7 4 4 8 4 4 8 4 4 3 11 4 3 3 4 14 4 4 3 4 7 

24 4 4 8 3 4 7 4 3 7 3 3 3 9 4 4 4 3 15 4 4 3 4 7 

25 4 4 8 4 4 8 3 3 6 4 3 4 11 4 4 4 4 16 3 3 4 3 7 

26 2 2 4 1 2 3 2 2 4 1 2 2 5 2 2 2 1 7 4 4 3 4 7 

27 4 3 7 4 4 8 5 5 10 5 5 5 15 5 5 5 5 20 5 5 5 5 10 

28 4 5 9 4 4 8 3 3 6 4 4 4 12 4 4 4 4 16 4 4 4 4 8 

29 5 5 10 5 5 10 5 5 10 5 5 5 15 5 5 5 5 20 5 5 5 5 10 

30 4 4 8 4 4 8 3 3 6 4 4 3 11 3 3 4 4 14 4 4 4 4 8 

31 4 4 8 4 3 7 4 3 7 4 4 4 12 4 3 4 3 14 3 3 4 4 8 

32 3 4 7 3 3 6 4 3 7 4 4 4 12 3 3 3 4 13 3 3 4 4 8 

33 5 5 10 5 5 10 5 5 10 5 4 5 14 4 5 4 4 17 4 4 4 4 8 

34 5 4 9 4 4 8 4 3 7 3 4 4 11 3 3 3 3 12 4 4 3 3 6 

35 4 4 8 3 4 7 4 3 7 4 4 3 11 3 3 3 3 12 3 3 3 3 6 

36 4 3 7 5 4 9 4 5 9 5 5 4 14 4 4 4 4 16 4 4 4 4 8 

37 4 4 8 3 4 7 4 4 8 4 4 4 12 4 4 4 5 17 4 4 3 4 7 

38 4 3 7 3 3 6 4 3 7 4 4 3 11 3 3 3 4 13 4 4 4 5 9 

39 5 5 10 5 5 10 5 5 10 5 5 5 15 4 5 5 4 18 5 5 3 5 8 



 

 

40 4 4 8 3 4 7 4 4 8 4 4 4 12 4 4 4 5 17 4 4 3 4 7 

41 3 4 7 3 4 7 4 3 7 4 4 5 13 4 4 4 3 15 3 3 4 3 7 

42 4 3 7 4 4 8 3 4 7 4 3 3 10 4 4 3 4 15 4 4 4 4 8 

43 3 3 6 4 3 7 3 4 7 3 4 3 10 4 3 4 3 14 4 4 3 3 6 

44 3 3 6 4 3 7 3 4 7 5 5 3 13 4 4 4 3 15 4 4 4 4 8 

45 3 4 7 3 3 6 4 3 7 3 4 4 11 3 3 3 4 13 3 3 3 3 6 

46 3 4 7 4 3 7 3 4 7 4 3 4 11 3 3 4 4 14 3 3 3 3 6 

47 4 3 7 3 3 6 4 3 7 3 4 3 10 4 3 3 4 14 4 4 3 4 7 

48 3 3 6 4 4 8 4 4 8 3 3 3 9 3 4 4 3 14 3 3 3 4 7 

49 4 4 8 3 3 6 3 3 6 3 4 4 11 3 4 4 4 15 4 4 4 5 9 

50 4 4 8 3 3 6 3 4 7 4 3 4 11 4 4 3 4 15 3 3 3 3 6 

51 4 4 8 3 3 6 3 3 6 4 4 3 11 4 3 3 3 13 4 4 3 3 6 

52 3 4 7 3 3 6 3 4 7 3 3 4 10 3 3 4 4 14 3 3 3 4 7 

53 3 3 6 4 4 8 3 3 6 3 3 3 9 3 3 3 4 13 3 3 4 3 7 

54 4 4 8 5 5 10 3 3 6 3 4 3 10 3 5 5 4 17 3 3 3 3 6 

55 3 3 6 4 4 8 3 3 6 3 3 3 9 4 4 3 3 14 4 4 3 3 6 

56 3 3 6 3 3 6 4 4 8 5 5 4 14 3 4 4 3 14 4 4 5 4 9 

57 3 3 6 4 4 8 3 4 7 4 3 4 11 4 3 4 4 15 3 3 4 4 8 

58 4 4 8 4 4 8 4 4 8 3 3 3 9 3 3 4 3 13 3 3 4 4 8 

59 4 4 8 4 4 8 3 3 6 3 3 4 10 3 4 3 4 14 3 3 4 3 7 

60 4 4 8 4 3 7 4 4 8 4 5 5 14 4 4 5 4 17 5 5 4 4 8 

61 4 3 7 4 3 7 4 3 7 4 4 4 12 3 4 3 5 15 4 4 3 4 7 

62 4 5 9 4 4 8 3 4 7 5 4 5 14 4 4 4 5 17 5 5 4 5 9 

63 3 3 6 3 4 7 4 3 7 4 3 4 11 3 4 4 4 15 3 3 3 3 6 

64 4 4 8 3 4 7 3 4 7 4 4 3 11 3 4 4 5 16 3 3 3 4 7 



 

 

65 4 3 7 3 4 7 3 4 7 3 4 3 10 3 3 3 4 13 3 3 3 4 7 

66 4 5 9 4 4 8 3 4 7 4 5 4 13 4 4 5 4 17 5 5 4 5 9 

67 4 3 7 4 3 7 3 3 6 3 5 4 12 4 4 3 3 14 3 3 4 4 8 

68 4 4 8 4 3 7 3 4 7 3 4 3 10 3 3 4 4 14 3 3 4 3 7 

69 4 4 8 4 4 8 5 4 9 3 4 3 10 4 5 4 5 18 4 4 3 4 7 

70 4 4 8 3 3 6 3 4 7 4 4 3 11 3 4 3 4 14 4 4 4 3 7 

71 4 5 9 3 4 7 5 4 9 3 4 5 12 4 3 4 5 16 4 4 4 4 8 

72 4 4 8 3 4 7 4 3 7 4 4 3 11 4 3 4 4 15 4 4 4 3 7 

73 5 4 9 4 4 8 4 5 9 4 5 4 13 4 4 4 4 16 4 4 4 5 9 

74 4 3 7 3 4 7 4 3 7 3 3 4 10 4 4 4 4 16 3 3 3 4 7 

75 4 4 8 3 3 6 4 4 8 3 4 4 11 4 4 4 3 15 4 4 3 3 6 

76 4 4 8 3 3 6 3 3 6 3 4 3 10 3 3 4 3 13 4 4 3 4 7 

77 4 5 9 5 4 9 5 5 10 5 5 4 14 5 5 4 5 19 5 5 4 4 8 

78 4 3 7 4 3 7 4 4 8 3 4 3 10 3 3 4 4 14 3 3 3 5 8 

79 4 4 8 4 4 8 4 4 8 4 4 5 13 5 4 5 4 18 4 4 3 4 7 

80 4 3 7 3 3 6 4 3 7 4 3 3 10 4 3 3 4 14 4 4 4 4 8 

81 5 4 9 4 3 7 4 4 8 4 4 4 12 4 4 4 4 16 3 3 4 4 8 

82 4 3 7 4 3 7 4 3 7 4 4 4 12 3 3 3 4 13 4 4 3 4 7 

83 4 5 9 4 4 8 5 5 10 5 4 4 13 4 5 4 4 17 4 4 4 4 8 

84 4 5 9 4 4 8 4 4 8 4 4 4 12 4 3 4 4 15 4 4 4 4 8 

85 4 4 8 5 5 10 5 5 10 5 5 5 15 5 5 4 5 19 5 5 5 5 10 

 



 

 

TOKOPEDIA 

RES X1.1 X1.2 X1 X2.1 X2.2 X2 X3.1 X3.2 X3 X4.1 X4.2 X4.3 X4 X5.1 X5.2 X5.3 X5.4 X5 X6.1 X6 X7.1 X7.2 X7 

1 5 2 7 3 3 6 5 2 7 5 4 5 14 4 3 4 3 14 3 3 4 3 7 

2 4 5 9 5 5 10 5 5 10 4 5 4 13 5 5 5 5 20 5 5 4 5 9 

3 3 3 6 3 3 6 3 2 5 4 4 4 12 4 4 3 3 14 4 4 4 4 8 

4 1 1 2 2 1 3 2 1 3 2 1 2 5 1 2 1 2 6 2 2 2 2 4 

5 3 3 6 3 4 7 4 3 7 3 4 3 10 3 2 3 4 12 4 4 4 3 7 

6 5 4 9 5 4 9 4 5 9 3 4 4 11 3 4 4 3 14 4 4 5 4 9 

7 5 5 10 5 5 10 5 5 10 5 5 5 15 5 5 5 5 20 5 5 1 5 6 

8 2 3 5 2 2 4 2 2 4 2 3 2 7 3 3 3 3 12 2 2 3 3 6 

9 2 2 4 2 2 4 2 3 5 2 2 2 6 2 2 2 2 8 3 3 3 3 6 

10 3 2 5 3 3 6 3 3 6 3 3 3 9 3 3 3 3 12 3 3 2 3 5 

11 5 2 7 5 2 7 3 3 6 2 2 2 6 2 2 2 2 8 3 3 2 2 4 

12 2 2 4 2 2 4 2 3 5 3 3 3 9 3 3 3 3 12 2 2 2 3 5 

13 5 5 10 2 2 4 5 5 10 2 5 5 12 3 2 3 3 11 5 5 2 5 7 

14 2 2 4 3 2 5 3 2 5 3 3 2 8 2 2 2 3 9 3 3 2 2 4 

15 2 3 5 2 2 4 5 2 7 2 2 5 9 2 5 5 5 17 2 2 5 2 7 

16 2 2 4 2 2 4 3 3 6 2 2 3 7 3 2 2 3 10 3 3 3 2 5 

17 2 2 4 3 3 6 3 3 6 3 3 2 8 3 3 3 3 12 2 2 2 3 5 



 

 

18 4 4 8 5 4 9 4 4 8 4 4 4 12 4 3 4 4 15 2 2 3 3 6 

19 3 3 6 3 3 6 4 4 8 5 5 5 15 4 3 4 4 15 4 4 5 4 9 

20 4 4 8 4 4 8 4 4 8 4 4 4 12 4 4 4 4 16 4 4 4 4 8 

21 3 3 6 3 3 6 4 4 8 5 5 5 15 4 3 4 4 15 4 4 5 4 9 

22 4 4 8 4 4 8 5 5 10 5 5 4 14 4 4 4 4 16 3 3 4 4 8 

23 3 4 7 3 4 7 3 4 7 4 4 3 11 4 4 3 4 15 4 4 4 4 8 

24 3 3 6 3 3 6 3 3 6 3 3 3 9 3 2 3 3 11 4 4 3 3 6 

25 4 3 7 3 3 6 3 3 6 3 3 3 9 4 3 3 3 13 4 4 3 3 6 

26 4 4 8 4 5 9 4 4 8 4 4 3 11 4 4 3 4 15 4 4 4 4 8 

27 3 3 6 3 3 6 3 3 6 3 3 2 8 3 3 3 3 12 4 4 4 4 8 

28 4 5 9 4 4 8 3 3 6 4 4 4 12 4 4 4 4 16 4 4 4 4 8 

29 5 5 10 5 5 10 5 5 10 5 5 5 15 5 5 5 5 20 5 5 5 5 10 

30 4 4 8 4 4 8 3 3 6 4 4 3 11 4 4 4 4 16 4 4 4 4 8 

31 4 3 7 3 3 6 4 3 7 4 4 3 11 3 3 3 4 13 3 3 4 3 7 

32 4 4 8 3 3 6 3 3 6 4 4 3 11 3 3 4 4 14 4 4 4 4 8 

33 1 2 3 1 2 3 1 2 3 1 2 1 4 2 1 2 1 6 2 2 2 2 4 

34 4 4 8 4 4 8 3 3 6 3 3 3 9 3 3 3 3 12 1 1 3 3 6 

35 4 3 7 3 3 6 4 3 7 3 4 3 10 3 4 3 3 13 3 3 3 3 6 

36 3 3 6 4 4 8 4 4 8 4 4 4 12 4 4 3 4 15 4 4 4 2 6 

37 4 3 7 3 2 5 3 3 6 4 4 4 12 4 4 4 4 16 4 4 3 3 6 

38 3 3 6 3 3 6 4 3 7 3 3 4 10 2 3 3 3 11 4 4 4 4 8 

39 3 4 7 4 4 8 4 4 8 4 4 4 12 4 4 3 3 14 3 3 3 4 7 

40 4 3 7 3 2 5 3 3 6 4 4 4 12 4 4 4 4 16 4 4 3 3 6 

41 2 3 5 3 3 6 2 2 4 4 5 3 12 4 3 3 4 14 2 2 2 3 5 

42 3 2 5 3 3 6 4 3 7 3 4 4 11 2 3 4 3 12 2 2 3 3 6 



 

 

43 4 3 7 3 2 5 2 3 5 4 3 3 10 5 5 5 5 20 3 3 2 2 4 

44 2 2 4 3 3 6 2 4 6 4 3 4 11 2 2 2 3 9 2 2 3 3 6 

45 4 3 7 2 3 5 2 4 6 4 4 3 11 3 3 3 2 11 3 3 3 3 6 

46 3 3 6 3 3 6 4 4 8 3 3 3 9 2 4 3 4 13 4 4 3 3 6 

47 3 2 5 4 3 7 2 4 6 2 3 3 8 4 2 3 3 12 3 3 3 4 7 

48 2 3 5 4 3 7 4 4 8 2 3 3 8 4 3 3 4 14 4 4 3 4 7 

49 4 4 8 4 4 8 4 3 7 2 3 3 8 5 5 4 4 18 5 5 4 3 7 

50 3 4 7 3 3 6 4 2 6 3 2 3 8 4 3 4 4 15 3 3 2 4 6 

51 3 3 6 3 3 6 3 2 5 4 4 2 10 4 3 2 4 13 4 4 3 4 7 

52 4 4 8 3 3 6 3 3 6 2 3 3 8 4 4 4 4 16 4 4 3 3 6 

53 4 3 7 3 3 6 2 2 4 4 4 4 12 3 3 4 3 13 4 4 3 3 6 

54 3 3 6 4 4 8 3 3 6 4 3 3 10 4 3 4 3 14 4 4 4 3 7 

55 3 4 7 4 3 7 3 3 6 4 4 3 11 4 3 4 3 14 3 3 3 3 6 

56 4 4 8 3 3 6 3 3 6 4 4 4 12 3 4 3 5 15 3 3 3 4 7 

57 4 3 7 4 3 7 3 3 6 3 3 3 9 4 4 3 3 14 3 3 3 4 7 

58 3 3 6 3 3 6 3 3 6 4 4 4 12 4 3 4 4 15 3 3 3 3 6 

59 1 2 3 1 2 3 1 2 3 1 2 1 4 2 1 3 2 8 1 1 2 1 3 

60 4 3 7 3 4 7 4 4 8 4 4 4 12 4 4 4 4 16 4 4 5 4 9 

61 4 3 7 4 3 7 4 4 8 3 4 4 11 4 4 4 3 15 4 4 3 4 7 

62 2 2 4 2 2 4 2 1 3 2 1 2 5 1 2 2 2 7 1 1 2 2 4 

63 4 4 8 4 4 8 4 3 7 3 4 4 11 3 3 3 4 13 4 4 4 3 7 

64 4 4 8 4 4 8 4 4 8 4 3 4 11 3 4 3 4 14 4 4 3 4 7 

65 4 4 8 4 3 7 3 4 7 3 4 4 11 3 3 4 4 14 4 4 3 3 6 

66 2 4 6 4 4 8 4 4 8 4 4 4 12 4 4 4 4 16 4 4 4 4 8 

67 4 3 7 4 3 7 4 4 8 4 3 4 11 3 4 3 4 14 4 4 3 4 7 



 

 

68 4 3 7 4 4 8 3 4 7 4 3 4 11 3 4 4 4 15 4 4 4 4 8 

69 4 4 8 4 4 8 4 4 8 4 4 4 12 4 4 4 4 16 4 4 4 4 8 

70 2 2 4 2 2 4 1 2 3 1 2 1 4 2 1 2 1 6 2 2 1 2 3 

71 2 2 4 5 4 9 4 5 9 4 4 2 10 5 4 4 5 18 5 5 5 4 9 

72 4 3 7 3 4 7 4 4 8 4 3 4 11 3 4 3 4 14 4 4 4 4 8 

73 4 5 9 5 3 8 1 2 3 2 1 2 5 1 3 5 3 12 2 2 2 2 4 

74 4 4 8 4 3 7 4 3 7 4 4 4 12 3 3 3 4 13 4 4 3 4 7 

75 4 4 8 3 3 6 4 3 7 5 5 5 15 4 3 4 4 15 3 3 4 4 8 

76 4 4 8 4 3 7 3 4 7 3 4 4 11 4 3 3 4 14 4 4 4 4 8 

77 4 5 9 3 2 5 2 3 5 2 2 2 6 2 3 2 2 9 2 2 2 3 5 

78 4 3 7 4 3 7 3 4 7 4 4 4 12 3 4 3 4 14 4 4 4 4 8 

79 5 4 9 2 1 3 3 2 5 2 2 1 5 3 2 1 3 9 3 3 2 2 4 

80 4 4 8 4 3 7 4 4 8 4 3 3 10 3 4 3 3 13 3 3 4 5 9 

81 3 4 7 5 5 10 2 4 6 2 3 4 9 2 3 3 4 12 2 2 4 5 9 

82 4 3 7 4 3 7 4 3 7 3 4 4 11 3 4 3 4 14 4 4 4 3 7 

83 2 2 4 2 1 3 2 2 4 2 2 2 6 2 2 2 2 8 2 2 2 3 5 

84 4 4 8 4 3 7 3 4 7 3 4 3 10 3 4 4 4 15 3 3 4 4 8 

85 3 2 5 2 2 4 2 3 5 2 2 1 5 3 2 2 2 9 4 4 3 2 5 

 



 

 

Lampiran 3 

HASIL SPSS UJI VALIDITAS 

SHOPEE 

Correlations 

 E1 E2 F1 F2 SA1 SA2 P1 P2 P3 R1 R2 R3 R4 CM1 C1 C2 

Total 

Shopee 

E1 Pearson 

Correlation 

1 .562
**
 .533

**
 .492

**
 .544

**
 .430

**
 .411

**
 .470

**
 .366

**
 .276

*
 .350

**
 .349

**
 .338

**
 .091 .392

**
 .430

**
 .658

**
 

Sig. (2-tailed)  .000 .000 .000 .000 .000 .000 .000 .001 .011 .001 .001 .002 .408 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

E2 Pearson 

Correlation 

.562
**
 1 .447

**
 .583

**
 .456

**
 .463

**
 .389

**
 .299

**
 .409

**
 .316

**
 .321

**
 .364

**
 .358

**
 .092 .319

**
 .216

*
 .622

**
 

Sig. (2-tailed) .000  .000 .000 .000 .000 .000 .005 .000 .003 .003 .001 .001 .403 .003 .047 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

F1 Pearson 

Correlation 

.533
**
 .447

**
 1 .619

**
 .449

**
 .524

**
 .537

**
 .485

**
 .364

**
 .272

*
 .483

**
 .470

**
 .381

**
 .125 .387

**
 .239

*
 .690

**
 

Sig. (2-tailed) .000 .000  .000 .000 .000 .000 .000 .001 .012 .000 .000 .000 .255 .000 .028 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

F2 Pearson 

Correlation 

.492
**
 .583

**
 .619

**
 1 .522

**
 .434

**
 .431

**
 .204 .273

*
 .303

**
 .472

**
 .355

**
 .356

**
 .064 .316

**
 .221

*
 .626

**
 

Sig. (2-tailed) .000 .000 .000  .000 .000 .000 .061 .012 .005 .000 .001 .001 .560 .003 .042 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 



 

 

SA1 Pearson 

Correlation 

.544
**
 .456

**
 .449

**
 .522

**
 1 .535

**
 .452

**
 .407

**
 .432

**
 .321

**
 .412

**
 .325

**
 .389

**
 .127 .353

**
 .347

**
 .667

**
 

Sig. (2-tailed) .000 .000 .000 .000  .000 .000 .000 .000 .003 .000 .002 .000 .245 .001 .001 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

SA2 Pearson 

Correlation 

.430
**
 .463

**
 .524

**
 .434

**
 .535

**
 1 .604

**
 .430

**
 .474

**
 .482

**
 .503

**
 .484

**
 .461

**
 .246

*
 .451

**
 .481

**
 .756

**
 

Sig. (2-tailed) .000 .000 .000 .000 .000  .000 .000 .000 .000 .000 .000 .000 .023 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

P1 Pearson 

Correlation 

.411
**
 .389

**
 .537

**
 .431

**
 .452

**
 .604

**
 1 .578

**
 .484

**
 .417

**
 .584

**
 .491

**
 .520

**
 .381

**
 .556

**
 .438

**
 .781

**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

P2 Pearson 

Correlation 

.470
**
 .299

**
 .485

**
 .204 .407

**
 .430

**
 .578

**
 1 .459

**
 .335

**
 .420

**
 .500

**
 .390

**
 .437

**
 .442

**
 .454

**
 .683

**
 

Sig. (2-tailed) .000 .005 .000 .061 .000 .000 .000  .000 .002 .000 .000 .000 .000 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

P3 Pearson 

Correlation 

.366
**
 .409

**
 .364

**
 .273

*
 .432

**
 .474

**
 .484

**
 .459

**
 1 .563

**
 .469

**
 .560

**
 .421

**
 .233

*
 .475

**
 .399

**
 .694

**
 

Sig. (2-tailed) .001 .000 .001 .012 .000 .000 .000 .000  .000 .000 .000 .000 .032 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

R1 Pearson 

Correlation 

.276
*
 .316

**
 .272

*
 .303

**
 .321

**
 .482

**
 .417

**
 .335

**
 .563

**
 1 .523

**
 .482

**
 .369

**
 .332

**
 .441

**
 .417

**
 .640

**
 

Sig. (2-tailed) .011 .003 .012 .005 .003 .000 .000 .002 .000  .000 .000 .001 .002 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 



 

 

R2 Pearson 

Correlation 

.350
**
 .321

**
 .483

**
 .472

**
 .412

**
 .503

**
 .584

**
 .420

**
 .469

**
 .523

**
 1 .631

**
 .517

**
 .303

**
 .426

**
 .413

**
 .736

**
 

Sig. (2-tailed) .001 .003 .000 .000 .000 .000 .000 .000 .000 .000  .000 .000 .005 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

R3 Pearson 

Correlation 

.349
**
 .364

**
 .470

**
 .355

**
 .325

**
 .484

**
 .491

**
 .500

**
 .560

**
 .482

**
 .631

**
 1 .417

**
 .266

*
 .459

**
 .507

**
 .717

**
 

Sig. (2-tailed) .001 .001 .000 .001 .002 .000 .000 .000 .000 .000 .000  .000 .014 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

R4 Pearson 

Correlation 

.338
**
 .358

**
 .381

**
 .356

**
 .389

**
 .461

**
 .520

**
 .390

**
 .421

**
 .369

**
 .517

**
 .417

**
 1 .248

*
 .304

**
 .407

**
 .647

**
 

Sig. (2-tailed) .002 .001 .000 .001 .000 .000 .000 .000 .000 .001 .000 .000  .022 .005 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

CM1 Pearson 

Correlation 

.091 .092 .125 .064 .127 .246
*
 .381

**
 .437

**
 .233

*
 .332

**
 .303

**
 .266

*
 .248

*
 1 .180 .368

**
 .615

**
 

Sig. (2-tailed) .408 .403 .255 .560 .245 .023 .000 .000 .032 .002 .005 .014 .022  .099 .001 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

C1 Pearson 

Correlation 

.392
**
 .319

**
 .387

**
 .316

**
 .353

**
 .451

**
 .556

**
 .442

**
 .475

**
 .441

**
 .426

**
 .459

**
 .304

**
 .180 1 .565

**
 .664

**
 

Sig. (2-tailed) .000 .003 .000 .003 .001 .000 .000 .000 .000 .000 .000 .000 .005 .099  .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

C2 Pearson 

Correlation 

.430
**
 .216

*
 .239

*
 .221

*
 .347

**
 .481

**
 .438

**
 .454

**
 .399

**
 .417

**
 .413

**
 .507

**
 .407

**
 .368

**
 .565

**
 1 .645

**
 

Sig. (2-tailed) .000 .047 .028 .042 .001 .000 .000 .000 .000 .000 .000 .000 .000 .001 .000  .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 



 

 

Total 

Shopee 

Pearson 

Correlation 

.658
**
 .622

**
 .690

**
 .626

**
 .667

**
 .756

**
 .781

**
 .683

**
 .694

**
 .640

**
 .736

**
 .717

**
 .647

**
 .415

**
 .664

**
 .645

**
 1 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000  

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 

HASIL SPSS UJI VALIDITAS 

TOKOPEDIA 

Correlations 

 E1 E2 F1 F2 SA1 SA2 P1 P2 P3 R1 R2 R3 R4 CM1 C1 C2 

Total 

Tokopedia 

E1 Pearson 

Correlation 

1 .627
**
 .524

**
 .372

**
 .472

**
 .425

**
 .413

**
 .436

**
 .462

**
 .369

**
 .483

**
 .390

*

*
 

.369
**
 .480

*

*
 

.237
*
 .420

*

*
 

.640
**
 

Sig. (2-tailed)  .000 .000 .000 .000 .000 .000 .000 .000 .001 .000 .000 .001 .000 .029 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

E2 Pearson 

Correlation 

.627
**
 1 .529

**
 .539

**
 .397

**
 .438

**
 .317

**
 .435

**
 .409

**
 .382

**
 .514

**
 .493

*

*
 

.499
**
 .379

*

*
 

.237
*
 .552

*

*
 

.657
**
 

Sig. (2-tailed) .000  .000 .000 .000 .000 .003 .000 .000 .000 .000 .000 .000 .000 .029 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

F1 Pearson 

Correlation 

.524
**
 .529

**
 1 .725

**
 .439

**
 .590

**
 .417

**
 .394

**
 .408

**
 .423

**
 .555

**
 .491

*

*
 

.520
**
 .411

*

*
 

.363
**
 .527

*

*
 

.706
**
 



 

 

Sig. (2-tailed) .000 .000  .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .001 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

F2 Pearson 

Correlation 

.372
**
 .539

**
 .725

**
 1 .512

**
 .635

**
 .541

**
 .556

**
 .491

**
 .523

**
 .571

**
 .529

*

*
 

.569
**
 .461

*

*
 

.536
**
 .619

*

*
 

.779
**
 

Sig. (2-tailed) .000 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

SA1 Pearson 

Correlation 

.472
**
 .397

**
 .439

**
 .512

**
 1 .547

**
 .529

**
 .585

**
 .679

**
 .479

**
 .577

**
 .443

*

*
 

.610
**
 .571

*

*
 

.520
**
 .538

*

*
 

.762
**
 

Sig. (2-tailed) .000 .000 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

SA2 Pearson 

Correlation 

.425
**
 .438

**
 .590

**
 .635

**
 .547

**
 1 .439

**
 .585

**
 .516

**
 .472

**
 .482

**
 .400

*

*
 

.476
**
 .557

*

*
 

.448
**
 .663

*

*
 

.738
**
 

Sig. (2-tailed) .000 .000 .000 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

P1 Pearson 

Correlation 

.413
**
 .317

**
 .417

**
 .541

**
 .529

**
 .439

**
 1 .750

**
 .658

**
 .597

**
 .558

**
 .502

*

*
 

.605
**
 .439

*

*
 

.477
**
 .526

*

*
 

.752
**
 

Sig. (2-tailed) .000 .003 .000 .000 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

P2 Pearson 

Correlation 

.436
**
 .435

**
 .394

**
 .556

**
 .585

**
 .585

**
 .750

**
 1 .687

**
 .665

**
 .474

**
 .514

*

*
 

.594
**
 .541

*

*
 

.480
**
 .612

*

*
 

.796
**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

P3 Pearson 

Correlation 

.462
**
 .409

**
 .408

**
 .491

**
 .679

**
 .516

**
 .658

**
 .687

**
 1 .413

**
 .558

**
 .595

*

*
 

.618
**
 .429

*

*
 

.514
**
 .567

*

*
 

.772
**
 



 

 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

R1 Pearson 

Correlation 

.369
**
 .382

**
 .423

**
 .523

**
 .479

**
 .472

**
 .597

**
 .665

**
 .413

**
 1 .586

**
 .554

*

*
 

.610
**
 .602

*

*
 

.367
**
 .480

*

*
 

.726
**
 

Sig. (2-tailed) .001 .000 .000 .000 .000 .000 .000 .000 .000  .000 .000 .000 .000 .001 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

R2 Pearson 

Correlation 

.483
**
 .514

**
 .555

**
 .571

**
 .577

**
 .482

**
 .558

**
 .474

**
 .558

**
 .586

**
 1 .666

*

*
 

.742
**
 .498

*

*
 

.482
**
 .508

*

*
 

.787
**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000  .000 .000 .000 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

R3 Pearson 

Correlation 

.390
**
 .493

**
 .491

**
 .529

**
 .443

**
 .400

**
 .502

**
 .514

**
 .595

**
 .554

**
 .666

**
 1 .646

**
 .363

*

*
 

.417
**
 .369

*

*
 

.711
**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000  .000 .001 .000 .001 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

R4 Pearson 

Correlation 

.369
**
 .499

**
 .520

**
 .569

**
 .610

**
 .476

**
 .605

**
 .594

**
 .618

**
 .610

**
 .742

**
 .646

*

*
 

1 .527
*

*
 

.505
**
 .503

*

*
 

.798
**
 

Sig. (2-tailed) .001 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000  .000 .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

CM1 Pearson 

Correlation 

.480
**
 .379

**
 .411

**
 .461

**
 .571

**
 .557

**
 .439

**
 .541

**
 .429

**
 .602

**
 .498

**
 .363

*

*
 

.527
**
 1 .478

**
 .549

*

*
 

.708
**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .001 .000  .000 .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

C1 Pearson 

Correlation 

.237
*
 .237

*
 .363

**
 .536

**
 .520

**
 .448

**
 .477

**
 .480

**
 .514

**
 .367

**
 .482

**
 .417

*

*
 

.505
**
 .478

*

*
 

1 .459
*

*
 

.642
**
 



 

 

Sig. (2-tailed) .029 .029 .001 .000 .000 .000 .000 .000 .000 .001 .000 .000 .000 .000  .000 .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

C2 Pearson 

Correlation 

.420
**
 .552

**
 .527

**
 .619

**
 .538

**
 .663

**
 .526

**
 .612

**
 .567

**
 .480

**
 .508

**
 .369

*

*
 

.503
**
 .549

*

*
 

.459
**
 1 .756

**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .001 .000 .000 .000  .000 

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

Total 

Tokoped

ia 

Pearson 

Correlation 

.640
**
 .657

**
 .706

**
 .779

**
 .762

**
 .738

**
 .752

**
 .796

**
 .772

**
 .726

**
 .787

**
 .711

*

*
 

.798
**
 .708

*

*
 

.642
**
 .756

*

*
 

1 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000  

N 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 



 

Lampiran 4 

HASIL SPSS UJI RELIABILITAS 

SHOPEE 

Case Processing Summary 

 N % 

Cases Valid 85 100.0 

Excluded
a
 0 .0 

Total 85 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.917 16 

 

Item Statistics 

 Mean Std. Deviation N 

E1 3.93 .669 85 

E2 3.82 .789 85 

F1 3.75 .785 85 

F2 3.75 .706 85 

SA1 3.75 .770 85 

SA2 3.68 .790 85 

P1 3.80 .814 85 

P2 3.93 .704 85 

P3 3.78 .762 85 

R1 3.65 .702 85 

R2 3.69 .772 85 

R3 3.80 .704 85 

R4 3.84 .738 85 

CM1 3.74 .675 85 

C1 3.71 .737 85 

C2 3.85 .748 85 

 



 

 

 

HASIL SPSS UJI RELIABILITAS 

TOKOPEDIA 

 

Case Processing Summary 

 N % 

Cases Valid 85 100.0 

Excluded
a
 0 .0 

Total 85 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.942 16 

 

Item Statistics 

 Mean Std. Deviation N 

E1 3.38 .988 85 

E2 3.25 .925 85 

F1 3.34 .946 85 

F2 3.09 .908 85 

SA1 3.25 .999 85 

SA2 3.26 .928 85 

P1 3.29 1.010 85 

P2 3.42 .980 85 

P3 3.29 1.033 85 

R1 3.28 .946 85 

R2 3.26 .941 85 

R3 3.29 .884 85 

R4 3.47 .881 85 

CM1 3.35 .972 85 

C1 3.26 .953 85 

C2 3.36 .871 85 

 



 

 

 

Lampiran 5 

HASIL SPSS UJI NORMALITAS 

One-Sample Kolmogorov-Smirnov Test 

 

Kolmogorov_Sm

irnov 

N 85 

Normal Parameters
a,b

 Mean 113.3294 

Std. Deviation 13.03693 

Most Extreme Differences Absolute .081 

Positive .081 

Negative -.051 

Test Statistic .081 

Asymp. Sig. (2-tailed) .200
c,d

 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

d. This is a lower bound of the true significance. 

 



 

 

 

Lampiran 6 

HASIL SPSS UJI PAIRED SAMPEL T-TEST 

X1 (EFFICIENCY) 

Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 Efficiency Shopee 7.75 85 1.290 .140 

Efficiency Tokopedia 6.62 85 1.725 .187 

 

Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 Efficiency Shopee & Efficiency 

Tokopedia 

85 -.117 .285 

 

Paired Samples Test 

 

Paired Differences t df 

Sig. (2-

tailed) 

Mean 

Std. 

Deviation 

Std. 

Error 

Mean 

95% Confidence 

Interval of the 

Difference 

   Lower Upper 

Pair 1 Efficiency 

Shopee - 

Efficiency 

Tokopedia 

1.129 2.272 .246 .639 1.619 4.583 84 .000 

 

HASIL SPSS UJI PAIRED SAMPEL T-TEST 

X2 (FULFILLMENT) 

Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 Fulfillment Shopee 7.51 85 1.342 .146 

Fulfillment Tokopedia 6.44 85 1.721 .187 

 



 

 

 

Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 Fulfillment Shopee & 

Fulfillment Tokopedia 

85 -.096 .380 

 

Paired Samples Test 

 

Paired Differences 

t df 

Sig. (2-

tailed) Mean 

Std. 

Deviation 

Std. Error 

Mean 

95% Confidence 

Interval of the 

Difference 

Lower Upper 

Pair 1 Fulfillment 

Shopee - 

Fulfillment 

Tokopedia 

1.071 2.282 .248 .578 1.563 4.325 84 .000 

 

HASIL SPSS UJI PAIRED SAMPEL T-TEST 

X3 (SYSTEM AVAILABILITY) 

Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 System Availability Shopee 7.44 85 1.367 .148 

System Availability Tokopedia 6.51 85 1.695 .184 

 

Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 System Availability Shopee & 

System Availability Tokopedia 

85 .032 .769 



 

 

 

Paired Samples Test 

 

Paired Differences 

t df 

Sig. (2-

tailed) Mean 

Std. 

Deviation 

Std. Error 

Mean 

95% Confidence 

Interval of the 

Difference 

Lower Upper 

Pair 1 System 

Availability 

Shopee - 

System 

Availability 

Tokopedia 

.929 2.142 .232 .467 1.392 3.999 84 .000 

 

 

HASIL SPSS UJI PAIRED SAMPEL T-TEST 

X4 (PRIVACY) 

 

Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 Privacy Shopee 11.51 85 1.868 .203 

Privacy Tokopedia 10.01 85 2.701 .293 

 

Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 Privacy Shopee & Privacy 

Tokopedia 

85 -.091 .408 

 

Paired Samples Test 

 

Paired Differences 

t df 

Sig. (2-

tailed) Mean 

Std. 

Deviation 

Std. Error 

Mean 

95% Confidence 

Interval of the 

Difference 

Lower Upper 



 

 

Pair 1 Privacy Shopee 

- Privacy 

Tokopedia 

1.494 3.421 .371 .756 2.232 4.026 84 .000 

HASIL SPSS UJI PAIRED SAMPEL T-TEST 

X5 (RESPONSIVENESS) 

 

Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 Responsiveness Shopee 14.98 85 2.294 .249 

Responsiveness Tokopedia 13.31 85 3.109 .337 

 

Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 Responsiveness Shopee & 

Responsiveness Tokopedia 

85 .031 .778 

 

Paired Samples Test 

 

Paired Differences 

t df 

Sig. (2-

tailed) Mean 

Std. 

Deviati

on 

Std. 

Error 

Mean 

95% Confidence 

Interval of the 

Difference 

Lower Upper 

Pair 1 Responsiveness 

Shopee - 

Responsiveness 

Tokopedia 

1.671 3.806 .413 .850 2.492 4.047 84 .000 

 

HASIL SPSS UJI PAIRED SAMPEL T-TEST 

X6 (COMPANSATION) 

 

Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 Compensation Shopee 3.74 85 .675 .073 



 

 

Compensation Tokopedia 3.35 85 .972 .105 

 

Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 Compensation Shopee & 

Compensation Tokopedia 

85 .014 .900 

 

Paired Samples Test 

 

Paired Differences 

t df 

Sig. (2-

tailed) Mean 

Std. 

Deviati

on 

Std. 

Error 

Mean 

95% Confidence 

Interval of the 

Difference 

Lower Upper 

Pair 1 Compensation 

Shopee - 

Compensation 

Tokopedia 

.388 1.176 .128 .135 .642 3.043 84 .003 

 

HASIL SPSS UJI PAIRED SAMPEL T-TEST 

X7 (CONTACT) 

 

Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 Contact Shopee 7.55 85 1.314 .143 

Contact Tokopedia 6.62 85 1.558 .169 

 

Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 Contact Shopee & Contact 

Tokopedia 

85 .254 .019 

 

 

 



 

 

 

Paired Samples Test 

 

Paired Differences 

t df 

Sig. (2-

tailed) Mean 

Std. 

Deviation 

Std. 

Error 

Mean 

95% Confidence 

Interval of the 

Difference 

Lower Upper 

Pair 1 Contact 

Shopee - 

Contact 

Tokopedia 

.929 1.765 .191 .549 1.310 4.856 84 .000 

 


