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Pengaruh Electronic Service Quality, Perceived Value, terhadap 
Customer Satisfaction pada Customer bukalapak.com. 

 

ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui dan menganalisis 
pengaruh Electronic service quality, perceived value terhadap customer 
satisfaction pada Bukalapak.Com. Teknik pengambilan sampel yang 
digunakan adalah non probability sampling dengan cara purposive 
sampling. Karakteristik responden dalam penelitian ini adalah 
bersedia/ingin membeli produk di Bukalapak.com, pernah berbelanja di 
Bukalapak.com dan berusia minimum 17 tahun. Penelitian ini 
menggunakan 105 responden dengan teknik analisis SEM LISREL 8.80.  
 

Hasil penelitian membuktikan bahwa: (1) Electronic Service Quality 
memiliki pengaruh positif dan signifikan terhadap perceived value.; (2) 
Electronic Service Quality memiliki pengaruh positif dan signifikan 
terhadap customer satisfaction.; (3) perceived value memiliki pengaruh 
positif dan signifikan terhadap customer satisfaction pada 
Bukalapak.com.  

 
Kata Kunci: Electronic Service Quality, Perceived Value, dan Customer 

Satisfaction 
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The influence of Electronic Service Quality, Perceived Value, against 
Customer Satisfaction on Customer bukalapak.com. 

 
ABSTRACT 

 

This research aims to find out and analyze the influence of 
Electronic service quality, perceived value against customer satisfaction 
at Bukalapak.Com. Sampling technique used is a non probability 
sampling by means of purposive sampling. Characteristics of respondents 
in this research are willing/wanting to buy the product in Bukalapak.com, 
never shop at Bukalapak.com and aged for a minimum of 17 years. This 
research use the 105 respondents with LISREL 8.80 SEM analysis 
techniques.  
 
Results of the study prove that: (1) Electronic Service Quality has a 
positive and significant influence against perceived value.; (2) Electronic 
Service Quality has a positive and significant influence towards customer 
satisfaction.; (3) perceived value has a positive and significant influence 
towards customer satisfaction at Bukalapak.com.  

 
Keywords: Electronic Service Quality, Perceived Value, and Customer 

Satisfaction 
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