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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh pengalaman belanja,
customer review online, dan layanan pengiriman terhadap kepuasan pelanggan
Shopee di Kota Batam. Latar belakang penelitian ini didorong oleh pesatnya
pertumbuhan e-commerce di indonesia. Dengan menggunakan sampel sebanyak
204 responden dan penilitian ini menggunakan pendekatan kuantitatif deskriptif.
Pengumpulan data melalui penyebaran kuesioner analisis data menggunakan uji
kualitas data, seperti uji validitas, uji reliabilitas, dan uji asumsi klasik termasuk uji
normalitas, uji multikolinieritas, serta uji heteroskedasitas. Uji pengaruh
menggunakan analisis linier berganda dan analisis deskriptif. Sementara itu uji
hipotesis melibatkan uji t. Hasil penelitian menunjukan kepuasan pelanggan dapat
dicapai melalui peningkatan kualitas pada aspek pengalaman belanja, customer
review online dan layanan pengiriman. Penelitian ini memberikan rekomendasi
bagi Shopee untuk terus memperbaiki layanan, guna mempertahankan posisi
sebagai platfrom e-commerce unggulan.

Kata Kunci: Pengalaman Belanja, Customer Review Online, Layanan Pengiriman,
Kepuasan Pelanggan



ABSTRACT

This study aims to analyze the influence of shopping experience, online customer
reviews, and delivery services on customer satisfaction of Shopee in Batam City.
The background of this research is driven by the rapid growth of e-commerce in
Indonesia. Using a sample of 204 respondents, this study employs a descriptive
quantitative approach. Data collection was conducted through questionnaires, and
data analysis included data quality tests such as validity tests, reliability tests, and
classical assumption tests, including normality, multicollinearity, and
heteroscedasticity tests. The influence tests were conducted using multiple linear
regression analysis and descriptive analysis, while hypothesis testing involved t-
tests. The results of the study show that customer satisfaction can be achieved
through improved quality in shopping experience, online customer reviews, and
delivery services. This study provides recommendations for Shopee to continuously
improve its services to maintain its position as a leading e-commerce platform.

Keywords: Shopping Experience, Online Customer Reviews, Delivery Services,
Customer Satisfaction.
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