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ABSTRAK

Perkembangan teknologi pada masa kini dinilai sangat pesat, sehingga dapat
membantu kehidupan manusia. Salah satu perkembangan teknologi yaitu Internet.
Perkembangan internet di Indonesia selalu mengalami peningkatan dari tahun ke
tahun, sehingga berdampak pada platform bisnis electronic commerce serta potensi
pasar e-commerce di Indonesia. Shopee merupakan salah satu perusahaan yang
bergerak dibidang e-commerce yang berkembang pesat di Indonesia. Walaupun
menjadi salah satu perusahaan e-commerce yang berkembang pesat di Indonesia.
Namun, berdasarkan pada review yang dapat dilihat pada Google Play Store,
menunjukan banyaknya complaint permasalahan dalam menggunakan mobile apps
Shopee, sehingga hal ini dapat menjadi perhatian bagi perusahaan Shopee untuk
dapat meningkatkan pembelian kembali (repurchase intention) dengan mengurangi
complaint serta dapat meningkatkan kepuasan konsumen dalam menggunakan
mobile apps Shopee.

Tujuan dalam penelitian ini adalah faktor-faktor yang dapat mempengaruhi
customer satisfaction, serta implikasinya terhadap customer complaint dan
repurchase intention pada konsumen mobile apps Shopee. Model kausal dalam
penelitian ini disampaikan dengan 8 hipotesis yang diuji menggunakan Structural
Equation Model dengan bantuan perangkat lunak LISREL versi 8.8. Sampel pada
penelitian ini mengacu pada pria maupun wanita, dengan rentang usia 18 - 35,
menggunakan mobile apps Shopee untuk berbelanja dalam waktu 3 bulan terakhir
(April — Juni 2018), pernah mengalami masalah dalam mengakses mobile apps
Shopee, serta pernah menyampaikan keluhan kepada Customer Service Shopee.
Ukuran sampel yang terdapat pada penelitian ini melibatkan 175 responden.

Hasil analisis menunjukan bahwa customer satisfaction dipengaruhi oleh
transaction process, system quality, content reliability, dan customer service.
Terdapat pengaruh antara customer satisfaction pada repurchase intention,
pengaruh customer satisfaction terhadap customer complaint, serta pengaruh
customer complaint terhadap repurchase intention. Namun ditemukan bahwa
convenience tidak berpengaruh terhadap repurchase intention. Dengan demikian,
peneliti menyarankan Shopee untuk dapat meningkatkan faktor-faktor yang dapat
meningkatkan kepuasan konsumen, sehingga dapat mengurangi complaint yang
ada serta dapat meningkatkan peluang konsumen untuk dapat melakukan pembelian
kembali melalui mobile apps Shopee.

Kata Kunci : Convenience, Transaction Process, System Quality, Content
Reliability, Customer Service, Customer Satisfaction, Customer Complaint,
Repurchase Intention
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ABSTRACT

The development of technology in the present is considered very rapidly, especially
the Internet . The development of the internet in Indonesia has always increased
from year to year, thus impacting the electronic commerce business platform and
the potential of e-commerce market in Indonesia. Shopee is one of the fastest
growing e-commerce companies in Indonesia. Despite being one of the fastest
growing e-commerce companies in Indonesia. However, based on reviews that can
be seen on the Google Play Store, it shows the number of complaint issues in using
Shopee mobile apps, so this can be a concern for Shopee companies to be able to
increase repurchase intention by reducing complaint and can increase customer
satisfaction in using mobile apps Shopee

The purpose of this research is to find out factors that can influence customer
satisfaction, and its implication to customer complaint and repurchase intention on
mobile apps Shopee.. The causal model in this study was delivered with 8
hypotheses tested using Structural Equation Model was employed with LISREL 8.8
version.The sample in this study refers to men or women, with raging age from 18
to 35 years old, using mobile apps Shopee within last 3 month (April — June 2018),
have problem accessing mobile apss Shopee, and complained to customer service
Shopee. Sample size contained in this study involved 175 respondents.

The results of the analysis show that customer satisfaction is influenced by
transaction process, system quality, content reliability, and customer service. There
is influence between customer satisfaction on repurchase intention, customer
satisfaction influence to customer complaint, and influence of customer complaint
to repurchase intention. However, it was found that convenience has no effect on
repurchase intention. Thus, researchers suggest Shopee to be able to increase the
factors that can increase consumer satisfaction, so as to reduce existing complaints
and can increase the chances of consumers to be able to make purchases on mobile
apps Shopee.

Keywords: Convenience, Transaction Process, System Quality, Content Reliability,
Customer Service, Customer Satisfaction, Customer Complaint, Repurchase
Intention
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