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PENGARUH EFFICIENCY, FULFILLMENT, DAN RESPONSIVENESS
TERHADAP KEPUASAN KONSUMEN PADA MARKETPLACE SHOPEE
DI KOTA CILACAP

ROFI’AH NUR KHASANAH

NIM. 2000011254

E-mail: rofiah2000011254@webmail.uad.ac.id

Program Studi Manajemen Fakultas Ekonomi dan Bisnis
Universitas Ahmad Dahlan
ABSTRAK

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh variabel
efficiency, variabel fulfillment, dan variabel responsiveness terhadap kepuasan
konsumen pada marketplace Shopee di Kota Cilacap.

Jenis penelitian ini adalah kuantitatif. Populasi penelitian ini adalah
pengguna layanan Shopee usia 18 sampai 60 tahun di Kota cilacap. Pengambilan
sampel yang digunakan probability sampling dengan metode pengambilan sampel
yang digunakan adalah cluster sampling. Metode pengumpulan data yang
digunakan adalah kuesioner. Data tersebut dianalisis menggunakan program SPSS
22.

Berdasarkan hasil uji yang telah dilakukan menunjukkan bahwa variabel
efficiency, variabel fulfillment, dan variabel responsiveness secara simultan
berpengaruh positif signifikan terhadap kepuasan konsumen.

Kata Kunci: Efficiency, Fulfillment, Responsiveness, Cutomer Satisfaction
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THE INFLUENCE OF EFFICIENCY, FULFILLMENT, AND
RESPONSIVENESS ON CONSUMER SATISFACTION AT THE SHOPEE
MARKETPLACE IN CILACAP CITY

ROFI’AH NUR KHASANAH

NIM. 2000011254

E-mail: rofiah2000011254@webmail.uad.ac.id

Management Study Program, Faculty of Economics and Business
Ahmad Dahlan University
ABSTRACT

The aim of this research is to determine the influence of efficiency variables,
fulfillment variables, and responsiveness variables on consumer satisfaction at the
Shopee marketplace in Cilacap City.

This type of research is quantitative. The population of this research is
Shopee service users aged 18 to 60 years in Cilacap City. The sample used was
probability sampling with the sampling method used was cluster sampling. The data
collection method used was a questionnaire. The data was analyzed using the SPSS
22 program.

Based on the test results that have been carried out, it shows that the
efficiency variable, fulfillment variable and responsiveness variable simultaneously
have a significant positive effect on consumer satisfaction.

Keywords: Efficiency, Fulfillment, Responsiveness, Customer Satisfaction.
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