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ABSTRAK

Wilda Sazkia Nuryana (20042010262), Analisis Perbandingan Kualitas
Pelayanan Antara Marketplace Shopee Dan Tokopedia Di Kota Sidoarjo

Penelitian ini bertujuan untuk menganalisis perbandingan kualitas pelayanan antara
marketplace Shopee dan Tokopedia di Kota Sidoarjo. Pelanggan membandingkan
kualitas pelayanan yang terdiri dari beberapa dimensi, yaitu: Tangibles, Reliability,
Responsiveness, Assurance dan Empathy. Tujuan penelitian adalah untuk
mengetahui dan menganalisis adanya perbedaan kualitas pelayanan antara
marketplace Shopee dan Tokopedia di Kota Sidoarjo. Penelitian ini menggunakan
metode kuantitatif dengan mengumpulkan data melalui kuesioner yang
menggunakan teknik Purposive Sampling dalam pengambilan sampel, responden
pada penelitian sebanyak 100 responden dengan kriteria: 1) Pengguna kedua
marketplace Shopee dan Tokopedia yang berdomisili di Kota Sidoarjo, 2) Pernah
melakukan transaksi pada kedua marketplace setidaknya 2-3 kali dalam satu bulan.
Teknik analisis yang digunakan dalam penelitian ini adalah Uji Wilcoxon sebagai
alternatif untuk paired T-test yang tidak terdistribusi secara normal. Hasil pada
penelitian ini menunjukan bahwa: (1) Kualitas Pelayanan dimensi tangibles
menunjukan hasil rata-rata pada tangibles lebih unggul Shopee dibandingkan
Tokopedia, (2) Kualitas Pelayanan dimensi reliability menunjukan hasil rata-rata
pada reliability lebih unggul Shopee dibandingkan Tokopedia, (3) Kualitas
Pelayanan dimensi responsiveness menunjukan hasil rata-rata pada responsiveness
lebih unggul Shopee dibandingkan Tokopedia, (4) Kualitas Pelayanan dimensi
assurance menunjukan hasil rata-rata pada assurance lebih unggul Shopee
dibandingkan Tokopedia, (5) Kualitas Pelayanan dimensi empathy menunjukan
hasil rata-rata pada empathy lebih unggul Shopee dibandingkan Tokopedia.

Kata Kunci: Bukti Fisik, Kehandalan, Tanggap, Jaminan Dan Kepastian,
Empati
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ABSTRACT

Wilda Sazkia Nuryana (20042010262), Comparative Analysis of Service Quality
Between Shopee and Tokopedia Marketplaces in Sidoarjo City

This research aims to analyze the comparison of service quality between the Shopee
and Tokopedia marketplaces in Sidoarjo City. Customers compare service quality
which consists of several dimensions, namely: Tangibles, Reliability,
Responsiveness, Assurance and Empathy. The aim of the research is to determine
and analyze the differences in service quality between the Shopee and Tokopedia
marketplaces in Sidoarjo City. This research uses a quantitative method by
collecting data through a questionnaire using Purposive Sampling techniques in
sampling, the respondents in the research were 100 respondents with the following
criteria: 1) Users of both Shopee and Tokopedia marketplaces who live in Sidoarjo
City, 2) Have made transactions on both marketplaces at least 2-3 times a month.
The analysis technique used in this research is the Wilcoxon test as an alternative
to the paired T-test which is not normally distributed. The results of this study show
that: (1) Quality of Service in the tangibles dimension shows that the average
results in tangibles are superior to Shopee compared to Tokopedia, (2) Quality of
Service in the reliability dimension shows that the average results in reliability are
superior to Shopee compared to Tokopedia, (3) The service quality of the
responsiveness dimension shows that the average result on responsiveness is
superior to Shopee compared to Tokopedia, (4) the quality of service on the
assurance dimension shows that the average result on assurance is superior to
Shopee compared to Tokopedia, (5) the service quality of the empathy dimension
shows the average result on Empathy is superior to Shopee compared to Tokopedia.

Keywords: Tangibles, Reliability, Responsiveness, Assurance, Empathy
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