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ABSTRAK 
 

PENGARUH KUALITAS LAYANAN ELEKTRONIK, PERSEPSI 

KEMUDAHAN, DAN TIME COMPRESSION TERHADAP KEPUASAN 

KONSUMEN PENGGUNA E-COMMERCE SHOPEE  

FEB UNIVERSITAS NASIONAL 

Oleh   : Yunita Rika Ariani 

NPM  : 193402516061 

Tugas akhir di bawah bimbingan Dr. Drs. Suadi Sapta Putra,M.Si.M. 

 Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan 

elektronik, persepsi kemudahan, dan time compression terhadap kepuasan 

konsumen e-commerce Shopee FEB Universitas Nasional.  

 Data penelitian ini menggunakan data primer melalui kuesioner dengan 

jumlah 100 responden mahasiswa dan mahasiswi FEB Universitas Nasional. 

Teknik analisis data dengan menggunakan analisis inferensial dengan regresi linier 

berganda dan menggunakan bantuan program Statistical Product and Service 

Solution (SPSS) versi 23.  

 Hasil analisis linier berganda menunjukan bahwa variabel kualitas layanan 

elektronik (X1) berpengaruh positif dan signifikan terhadap kepuasan konsumen e-

commerce Shopee FEB Universitas Nasional, persepsi kemudahan (X2), dan time 

compression (X3) berpengaruh positif dan signifikan terhadap kepuasan konsumen 

pengguna e-commerce Shopee FEB Universitas Nasional. Hasil penelitian ini 

diharapkan dapat meningkatkan perhatian e-commerce Shopee dalam hal kualitas 

layanan elektronik, persepsi kemudahan, dan time compression yang dapat 

digunakan untuk meningkatkan kepuasan konsumen. 

Kata kunci : Kualitas layanan elektronik, persepsi kemudahan, time compression, 

dan kepuasan konsumen. 
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ABSTRACT 
 

THE EFFECT OF ELECTRONIC SERVICE QUALITY, PERCEPTION OF 

CONVENIENCE, AND TIME COMPRESSION ON CONSUMER 

SATISFACTION OF SHOPEE E-COMMERCE USERS FEB NASIONAL 

UNIVERSITY 

By  : Yunita Rika Ariani  

NPM  : 193402516061 

Thesis, under the guidance of Dr. Drs. Suadi Sapta Putra,M.Si.M. 

 This study aims to analyze the effect of electronic service quality, perceived 

convenience, and time compression on e-commerce Shopee consumer satisfaction 

FEB National University. 

 The data for this study used primary data through a questionnaire with a 

total of 100 student respondents at the National University. The data analysis 

technique uses inferential analysis with multiple linear regression and uses the help 

of the Statistical Product and Service Solution (SPSS) version 23 program. 

 The results of multiple linear analysis show that the electronic service 

quality variable (X1) has a positive and significant effect on e-commerce consumer 

satisfaction, Shopee FEB National University, perceived ease of use (X2), and time 

compression (X3) have a positive and significant effect on consumer satisfaction 

with e-commerce users. Commerce Shopee FEB National University. The results of 

this study are expected to increase Shopee's e-commerce attention in terms of 

electronic service quality, perceived convenience, and time compression that can 

be used to increase consumer satisfaction. 

Keyword : Electronic service quality, perceived convenience, time compression, 

and consumer satisfaction. 
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