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ANALISIS KEPUASAN PELANGGAN APLIKASI SHOPEE DENGAN
METODE END USER COMPUTING SATISFACTION (EUCS),
CUSTOMER SATISFACTION INDEX (CSI), DAN IMPORTANCE
PERFOMANCE ANALYSIS (IPA)

Abstrak

Penelitian ini bertujuan untuk menganalisis tingkat kepuasan pengguna aplikasi Shopee
menggunakan metode End User Computing Satisfaction (EUCS), Customer Satisfaction
Index (CSI), dan Importance Performance Analysis (IPA). Shopee dipilih sebagai objek
penelitian karena memiliki jumlah kunjungan situs terbanyak di Indonesia. Penelitian ini
menggunakan metode kuantitatif dengan populasi masyarakat kota Medan yang
menggunakan layanan aplikasi mobile e-commerce Shopee. Penentuan jumlah sampel
minimal dilakukan dengan rumus Lemeshow, menghasilkan 384 responden sebagai sampel
penelitian. Data diambil dari ulasan pengguna di PlayStore, yang menunjukkan adanya
kepuasan dan ketidakpuasan pengguna terhadap layanan aplikasi. Metode EUCS digunakan
untuk menyusun pertanyaan yang dianalisis menggunakan metode CSI dan IPA,
memberikan pemahaman komprehensif tentang kepuasan pengguna. Hasil penelitian
menunjukkan bahwa tingkat kepuasan pelanggan terhadap aplikasi Shopee tergolong cukup
tinggi dengan skor CSI sebesar 70,49%, termasuk dalam kategori "puas". Namun, analisis
IPA mengidentifikasi beberapa atribut yang perlu ditingkatkan, seperti 7imeliness dan Ease
of Use, untuk memenuhi ekspektasi pengguna.

Kata Kunci: Kepuasan Pelanggan, End User Computing Satisfaction, Customer
Satisfaction Index, Importance Performance Analysis, Shopee

Abstract

This study aims to analyze the satisfaction level of Shopee app users using the End User
Computing Satisfaction (EUCS), Customer Satisfaction Index (CSI), and Importance
Performance Analysis (IPA) methods. Shopee was chosen as the research object because it
has the highest number of site visits in Indonesia. This study uses a quantitative method with
the population consisting of Medan city residents who use the Shopee mobile e-commerce
application. The minimum sample size was determined using the Lemeshow formula,
resulting in 384 respondents as the sample for this study. Data was collected from user
reviews on the PlayStore, which show user satisfaction and dissatisfaction with the
application's services. The EUCS method was used to formulate questions analyzed using
the CSI and IPA methods, providing a comprehensive understanding of user satisfaction. The
results show that the customer satisfaction level for the Shopee app is quite high, with a CSI
score of 70.49%, which falls into the "satisfied" category. However, IPA analysis identified
several attributes that need improvement, such as Timeliness and Ease of Use, to meet user
expectations.

Keywords: Customer Satisfaction, End User Computing Satisfaction, Customer Satisfaction
Index, Importance Performance Analysis, Shopee
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