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ANALISIS KUALITAS LAYANAN WEBSITE JD.ID DENGAN
MENGGUNAKAN METODE WEBQUAL 4.0 DAN
CUSTOMER SATISFACTION INDEX (CSI)

RINGKASAN EKSEKUTIF

Website JD.id merupakan salah satu layanan e-commerce yang memberikan
kemudahan bagi para konsumen untuk berbelanja sesuai dengan kebutuhan masing-masing.
Salah satu pelopor aplikator e-commerce yang akan dijelaskan yaitu Website JD.id, aplikator
ini adalah anak perusahaan dari JD.com, dimana perusahaan ini terbesar di Asia. Sebagai
pengguna website JD.id, penjual maupun pembeli harus memiliki pemahaman yang baik
mengenai kualitas layanan website. Pada penelitian ini, peneliti akan menjelaskan
mengenai tingkat kualitas website JD.id berdasarkan sudut pandang pengguna website
dengan menggunakan metode WebQual 4.0 dan Customer Satisfaction Index (CSI).
Metode WebQual 4.0 digunakan untuk mencari WebQual Index berdasarkan 3 (tiga)
dimensi, yvaitu Kualitas Interaksi (Service Interaction Quality), kualitas informasi
(Information Quality), Kegunaan (Usability Quality), sedangkan metode Customer
Satisfaction Index (CSI) untuk mencari tingkat kepuasan pengguna terhadap layanan website
JD.id. Hasil penelitian memperoleh nilai WebQual Index sebesar 0,79 berarti interpretasi
tingkat kualitas website JD.id dikategorikan memiliki layanan yang baik. Selain itu, diperoleh
Jjuga nilai Customer Satisfaction Index (CSI) senilai 78,8% yang berarti kualitas layanan
website JD.id dikategoriakn puas terhahdap kinerja layanan website JD.id tersebut.

Kata Kunci: Website JD.id, WebQual 4.0, Customer Satisfaction Index (CSI)

EXECUTIVE SUMMARY

JD.id website is an e-commerce service that makes it easy for consumers to shop
according to their individual needs. One of the pioneers of the e-commerce applicator that will
be explained is the JD.id Website, this applicator is a subsidiary of JD.com, which is the largest
company in Asia. As JD.id website users, sellers and buyers must have a good understanding
of the quality of website services. In this study, the researcher will explain the quality level of
the JD.id website based on the viewpoint of website users using the WebQual 4.0 method and
the Customer Satisfaction Index (CSI). WebQual 4.0 method is used to find WebQual Index
based on 3 (three) dimensions, namely Service Interaction Quality, Information Quality,
Usability Quality, and Customer Satisfaction Index (CSI) method to find the level of user
satisfaction on JD.id website services. The results of the study obtained a WebQual Index score
of 0.79 which means that the interpretation of the quality level of the JD.id website is
categorized as having a good service. In addition, it also obtained a Customer Satisfaction
Index (CS1) value of 78.8%, which means the quality of JD.id website services in the category
of satisfaction with the service performance of the JD.id website.

Keywords: JD.id Website, WebQual 4.0, Customer Satisfaction Index (CSI)
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