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

RINGKASAN EKSEKUTIF

Sociolla merupakan salah satu layanan e-commerce yang berada di bawah
naungan PT Social Bella Indonesia yang menjadi salah satu pelopor
meningkatnya penggunaan e-commerce yang mendukung kegiatan berbelanja
melalui online store dengan lini e-commercenya yaitu Sociolla. Masyarakat
Indonesia harus memiliki pemahaman yang baik akan tingkat kualitas website
Sociolla. Melalui pengukuran kualitas website maka akan terbentuk interaksi
antara penjual dan pembeli berupa umpan balik yang bertujuan supaya
terbentuknya suatu standar. Penulis akan menjelaskan tingkat kualitas website
Sociolla berdasarkan sudut pandang pengguna website menggunakan metode
WebQual 4.0 dan Customer Satisfaction Index (CSI). Penulis menggunakan
metode WebQual 4.0 untuk mencari WebQual Index yang terbagi atas 3 dimensi
vaitu : Kualitas Interaksi, Kualitas Informasi, dan Kegunaan. Ada pula CSI
dipakai untuk mencari tingkat kepuasan pengguna terhadap layanan dari
website Sociolla. Hasil dari pengerjaan proyek mendapatkan nilai WebQual
Index sebesar 0,852 yang berarti dari hasil pengukuran,website Sociolla
dikategorikan memiliki layanan yang baik. Nilai CSI (Customer Satisfaction
Index) senilai 84,2% yang berarti pengguna layanan Website Sociolla
dikategorikan sangat puas terhadap kinerja layanan website.

Kata Kunci: Website Sociolla, WebQual 4.0, Customer Satisfaction Index (CSI)

EXECUTIVE SUMMARY

Sociolla is one of the e-commerce services under the auspices of PT Social Bella
Indonesia which is one of the pioneers of the increasing use of e-commerce which
supports shopping activities through online stores with its e-commerce line, namely
Sociolla. Indonesian people must have a good understanding of the quality level of
the Sociolla website. Through measuring the quality of the website, an interaction
between sellers and buyers will be formed in the form of feedback that aims to form a
standard. The author will explain the level of quality of the Sociolla website based on
the point of view of website users using the WebQual 4.0 method and the Customer
Satisfaction Index (CSI). The author uses the WebQual 4.0 method to find the WebQual
Index which is divided into 3 dimensions, namely: Quality of Interaction, Quality of
Information, and Usability. There is also CSI which is used to find the level of user
satisfaction with services from the Sociolla website. The results of the project work
get a WebQual Index value of 0.852 which means that from the measurement results,
the Sociolla website is categorized as having a good service. The CSI (Customer
Satisfaction Index) value is 84.2%, which means that the Sociolla Website service
users are categorized as very satisfied with the website service performance.

Keywords: Sociolla Website, WebQual 4.0, Customer Satisfaction Index (CSI)
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