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ABSTRAKSI 

 

IVAN IMANUEL KARINDA, 20042010063, PENGARUH PERCEIVED 

QUALITY, PERCEIVED USEFULNESS, DAN PERCEIVED EASE OF USE 

TERHADAP KEPUASAN PELANGGAN E-COMMERCE SHOPEE DI 

KOTA SURABAYA. 

 

         Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh baik 

secara simultan maupun parsial variabel perceived quality, perceived usefulness, 

dan perceived ease of use terhadap kepuasan pelanggan e-commerce Shopee di 

Kota Surabaya. Penelitian ini merupakan penelitian asosiatif dengan menggunakan 

pendekatan kuantitatif. Teknik pengambilan sampel yang digunakan pada 

penelitian ini adalah teknik purposive sampling dan quota sampling dengan jumlah 

sampel sebanyak 100 orang. Teknik analisis data yang digunakan pada penelitian 

ini adalah analisis regresi linear berganda dengan menggunakan SPSS versi 29. 

Hasil penelitian ini menunjukkan bahwa perceived quality, perceived usefulness, 

dan perceived ease of use baik secara simultan maupun parsial berpengaruh 

signifikan terhadap kepuasan pelanggan e-commerce Shopee di Kota Surabaya. 

 

Kata Kunci : perceived quality, perceived usefulness, perceived ease of use, 

kepuasan pelanggan, e-commerce, Shopee. 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

x 
 

ABSTRACTION 

 

IVAN IMANUEL KARINDA, 20042010063, THE EFFECT OF PERCEIVED 

QUALITY, PERCEIVED USEFULNESS, AND PERCEIVED EASE OF USE 

ON SHOPEE E-COMMERCE CUSTOMER SATISFACTION IN SURABAYA 

CITY.                  

 

          This study aims to determine and analyze the effect of both simultaneously 

and partially the variables of perceived quality, perceived usefulness, and 

perceived ease of use on Shopee e-commerce customer satisfaction in Surabaya 

City. This research is an associative research using a quantitative approach. The 

sampling techniques used in this study were purposive sampling techniques and 

quota sampling with a total sample of 100 people. The data analysis technique used 

in this study is multiple linear regression analysis using SPSS version 29. The 

results of this study show that perceived quality, perceived usefulness, and 

perceived ease of use both simultaneously and partially have a significant effect on 

Shopee e-commerce customer satisfaction in Surabaya City. 

 

Keywords: perceived quality, perceived usefulness, perceived ease of use, 

customer satisfaction, e-commerce, Shopee. 

 

 

 

 

 

 


