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PENGARUH E-SERVICESCAPE DAN E-SERVICE QUALITY TERHADAP 

E-SATISFACION PADA TOKOPEDIA 

(Studi pada Pengguna Aplikasi Tokopedia di Kota Semarang) 

ABSTRAKSI 

Saat ini, pertumbuhan marketplace di Indonesia semakin berkembang dan 

meningkat. Adanya marketplace ini memfasilitasi konsumen berbelanja daring 

guna memenuhi kebutuhannya agar lebih praktis dan efisien. Salah satu 

marketplace ternama di Indonesia yaitu Tokopedia. Tokopedia menyediakan 

beragam jenis produk kebutuhan masyarakat, selain itu Tokopedia juga 

memfasilitasi konsumen untuk bisa melakukan berbagai pembayaran seperti pajak, 

biaya pendidikan, tagihan, investasi, dan sebagainya. Tokopedia merupakan salah 

satu marketplace lokal yang dapat menjangkau seluruh pasar di Indonesia, termasuk 

Kota Semarang.  

Penelitian ini bertujuan untuk mengetahui pengaruh e-servicescape dan e-

service quality terhadap e-satisfaction pengguna aplikasi Tokopedia di Kota 

Semarang. Tipe penelitian yang digunakan adalah explanatory research. 

Sedangkan teknik pengambilan sampel yang digunakan adalah metode non 

probability sampling dan purposive sample. Penelitian ini menggunakan 100 

responden yang merupakan pengguna aplikasi Tokopedia di Kota Semarang. 

Pengumpulan data dilakukan secara online dengan menggunakan google form. 

Penelitian ini menggunakan analisis uji validitas, reliabilitas, koefisien korelasi, 

koefisien determinasi, regresi linear sederhana, regresi linear berganda, uji t, dan 

uji F dengan bantuan software SPSS versi 24. 

Hasil penelitian menunjukkan bahwa terdapat pengaruh e-servicescape 

terhadap e-satisfaction, terdapat pengaruh e-service quality terhadap e-satisfaction, 

dan terdapat pengaruh antara e-servicescape dan e-service quality terhadap e-

satisfaction pengguna aplikasi Tokopedia.  

Berdasarkan hasil tersebut, Tokopedia disarankan untuk mengemas e-

servicescape lebih baik lagi dengan membuat tampilan halaman yang lebih 

menarik, menambahkan fitur hiburan, memperbaiki pengaturan aplikasi agar lebih 

user-friendly, serta meningkatkan kualitas informasi produk dan layanan. Selain itu, 

perlu juga meningkatkan e-service quality seperti update penawaran yang sedang 

berlangsung, kualitas aplikasi, dan penanganan keluhan yang diharapkan bisa lebih 

tanggap. 

 

Kata kunci : e-servicescape. e-service quality, e-satisfaction 
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THE EFFECT OF E-SERVICESCAPE AND E-SERVICE QUALITY ON E-

SATISFACTION AT TOKOPEDIA  

(Study On Tokopedia Application Users In Semarang City) 

ABSTRACT 

Currently, the growth of the marketplace in Indonesia is growing and increasing. 

The existence of this marketplace facilitates consumers to shop online to fulfill their 

needs to be more practical and efficient. One of the well-known marketplaces in 

Indonesia is Tokopedia. Tokopedia provides various types of products for 

community needs, besides that Tokopedia also facilitates consumers to be able to 

make various payments such as taxes, education fees, bills, investments, and so on. 

Tokopedia is one of the local marketplaces that can reach all markets in Indonesia, 

including Semarang City. 

This study aims to determine the effect of e-servicescape and e-service 

quality on e-satisfaction of Tokopedia application users in Semarang City. The type 

of research used is explanatory research. Whereas the sampling technique used non 

probability sampling method and purposive sampling. The sample of this study 

used 100 respondents who were users of Tokopedia Application in Semarang City. 

Data collection technique is using Google Form. This study uses the analysis of the 

validity test, reliability test, correlation coefficient, determination coefficient, 

simple linear regression, multiple linear regression, t test and f test, with the help of 

the SPSS software version 24. 

The results of this study indicate that there is an effect of e-servicescape on 

e-satisfcation, there is an effect of e-service quality on e-satisfaction, and there is 

an influence between e-servicescape and e-service quality on e-satisfaction for 

Tokopedia application users.  

Based on these result, Tokopedia is advised to package the e-servicescape 

even better by making the page display more attractive, adding entertainment 

features, improving application settings to make it more user-friendly, and 

improving the quality of product and service information. In addition, it is also 

necessary to improve e-service quality such as ongoing offer updates, application 

quality, and handling of complaints are expected to be more responsive. 

 

Keywords : e-servicescape. e-service quality, e-satisfaction 
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