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ABSTRAK

MOCHAMMAD RAFID SYAIFULLOH (207006516023). Analisa Pengaruh
Kepuasan Pengguna Terhadap Ekspedisi Shopee Express Penerapan Metode End
User Computing Satisfaction ( Survei Pada Followers Akun Instagram Shopee
Indonesia). Program Studi Sistem Informasi, Fakultas Teknologi Komunikasi dan
Informatika, Universitas Nasional. Di bawah bimbingan IRA DIANA
SHOLIHATI,S.SI,.MMSI.

Penelitian ini bertujuan demi mengkaji implikasi variabel kepuasan pengguna atas
layanan Shopee Express dengan memakai metode End User Computing
Satisfaction (EUCS). Survei diupayakan atas pengikut akun Instagram Shopee
Indonesia, yang menjadi narasumber dalam riset ini. Variabel independen yang
dianalisis meliputi konten, akurasi, format, kemudahan pemakaian, dan ketepatan
waktu, sementara variabel dependen yang diukur yakni kepuasan pengguna. Data
dikumpulkan melalui kuesioner yang dijawab oleh 355 narasumber dan dianalisis
memakai uji validitas, reliabilitas, serta regresi linier berganda. Hasil analisis
mengindikasikan bahwasannya seluruh variabel independen punya dampak positif
dan signifikan atas kepuasan pengguna layanan Shopee Express, dengan variabel
accuracy memberikan implikasi terbesar, diikuti/oleh content, ease of use,
timeliness, dan format. Penelitian ini- memberikan gambaran pentingnya
pengelolaan kualitas layanan Shopee Express, khususnya dalam hal akurasi

informasi dan kemudahan pemakaian, demi menambah kepuasan pengguna.

Kata Kunci : Kepuasan Pengguna, Shopee Express, End User Computing
Satisfaction, Layanan Pengiriman.



ABSTRACT

MOCHAMMAD RAFID SYAIFULLOH (207006516023). Examination of the
Impact of User Contentment on Shopee Express Expeditions Applying the End
User Computing Satisfaction Method (Survey on Shopee Indonesia Instagram
Account Followers). Information Systems Study Program, Faculty of
Communication Technology and Informatics, National University. Under the
guidance of IRA DIANA SHOLIHATI, S.SI, MMSI.

This study uses the End User Computing Satisfaction (EUCS) technique to
investigate how Shopee Express services are affected by user satisfaction
characteristics. The survey was conducted on followers of the Shopee Indonesia
Instagram account, who were the narasumberts in this study. User satisfaction is the
dependent variable, and the independent factors that are employed are content,
correctness, format, simplicity of use, and timeliness. Data was collected through a
questionnaire answered by 355 narasumberts and analyzed using validity,
reliability, and multiple linear regression tests. The analysis's findings demonstrate
that every independent variable significantly and favorably affects how satisfied
customers are with Shopee Express's services, with the accuracy variable having
the greatest influence, followed by content, ease of use, timeliness, and format. This
research illustrates the importance of managing the quality of Shopee Express
services, especially in terms of information accuracy and ease of use, to increase

user satisfaction.

Keywords: User Satisfaction, Shopee Express, End User Computing Satisfaction
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