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ANALISIS PENGARUH LOGISTIC SERVICE QUALITY (LSQ)
TERHADAP SERVICE SATISFACTION: STUDI PADA
PENGGUNA SHOPEE DI TANGERANG

Valensia Widjaja

ABSTRAK

Perkembangan e-commerce di Indonesia mendorong persaingan yang
semakin ketat sehingga kualitas layanan logistik menjadi faktor penting dalam
membentuk kepuasan konsumen. Penelitian ini bertujuan untuk menganalisis
pengaruh Logistic Service Quality (LSQ) terhadap Service Satisfaction pada
pengguna Shopee di Tangerang dengan dimensi yang meliputi Availability,
Product Quality and Condition, Delivery Time, Low Shipping Cost, dan
Information Quality. Penelitian menggunakan pendekatan kuantitatif dengan
metode survei melalui penyebaran kuesioner kepada pengguna Shopee di
Tangerang yang pernah melakukan transaksi pembelian, dengan teknik
non-probability sampling menggunakan metode purposive sampling. Analisis data
dilakukan menggunakan Structural Equation Modeling (SEM) berbasis Partial
Least Square (PLS). Hasil penelitian menunjukkan bahwa Low Shipping Cost,
Product Quality and Condition, Delivery Time, dan Information Quality
berpengaruh positif signifikan terhadap Service Satisfaction, sedangkan
Availability tidak berpengaruh signifikan. Temuan ini mengindikasikan bahwa
biaya pengiriman yang rendah, kualitas dan kondisi produk, ketepatan waktu
pengiriman, serta kualitas informasi merupakan faktor utama yang memengaruhi
kepuasan layanan pengguna Shopee, sementara ketersediaan produk cenderung
dipersepsikan sebagai standar dasar oleh konsumen. Penelitian ini diharapkan
dapat memberikan kontribusi praktis bagi Shopee dalam merumuskan strategi
peningkatan kepuasan pelanggan serta kontribusi akademis sebagai referensi bagi
penelitian selanjutnya di bidang layanan logistik dan e-commerce.

Kata kunci: Low Shipping Cost, Product Quality and Condition, Delivery Time,
Information Quality, Service Satisfaction, E-Commerce, Shopee
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ANALYSIS OF LOGISTICS SERVICE QUALITY (LSQ) AND ITS
IMPACT ON SERVICE SATISFACTION: A STUDY OF SHOPEE
CUSTOMERS IN TANGERANG

Valensia Widjaja

ABSTRACT

The rapid development of e-commerce in Indonesia has intensified
competition, making logistics service quality a crucial factor in shaping consumer
satisfaction. This study aims to analyze the effect of Logistic Service Quality
(LSQ) on Service Satisfaction among Shopee users in Tangerang, focusing on the
dimensions of Availability, Product Quality and Condition, Delivery Time, Low
Shipping Cost, and Information Quality. This research adopts a quantitative
approach using a survey method, with data collected through questionnaires
distributed to Shopee users in Tangerang who have made purchase transactions.
The sampling technique employed is non-probability sampling with a purposive
sampling method. Data analysis was conducted using Structural Equation
Modeling (SEM) based on Partial Least Square (PLS). The results indicate that
Low Shipping Cost, Product Quality and Condition, Delivery Time, and
Information Quality have a significant positive effect on Service Satisfaction,
while Availability does not have a significant effect. These findings suggest that
low shipping costs, product quality and condition, delivery time, and information
quality are the main factors influencing Shopee users’ service satisfaction,
whereas product availability tends to be perceived as a basic standard by
consumers.

Keywords: Low Shipping Cost, Product Quality and Condition, Delivery Time,
Information Quality, Service Satisfaction, E-Commerce, Shopee
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