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ABSTRAK

Nama Mahasiswa / NPM :  Dwianna Sinaga / 20082010037

Judul Skripsi . Evaluasi Kualitas Website Terhadap User
Satisfaction Traveloka Menggunakan Webqual 4.0.
Dosen Pembimbing : 1. Arista Pratama, S.Kom., M.Kom.

2. Anita Wulasari, S.Kom., M.Kom

Pesatnya perkembangan teknologi informasi sejak abad ke-21 telah
memengaruhi berbagai sektor, termasuk e-commerce. Salah satu perusahaan yang
berkembang pesat adalah Traveloka, platform digital yang menyediakan layanan
pemesanan tiket, hotel, dan perjalanan lainnya. Traveloka telah dikenal luas di
Indonesia dan beberapa negara di Asia Tenggara sebagai penyedia layanan travel
dan akomodasi online yang kompetitif. Dengan semakin ketatnya persaingan,
kualitas kegunaan, informasi, dan layanan pada website menjadi faktor penting
dalam menentukan kepuasan pengguna.

Penelitian ini bertujuan mengevaluasi kualitas website Traveloka
menggunakan metode WebQual 4.0, yang mengukur tiga variabel utama:
Usability Quality, Information Quality, dan Service Interaction Quality. Fokus
penelitian ini adalah pada persepsi pengguna terhadap pengaruh masing-masing
variabel terhadap kepuasan pengguna (User Satisfaction). Sampel sebanyak 400
responden dengan kuesioner menggunakan platform online.

Hasil pengujian hipotesis menunjukkan bahwa variabel Information
Quality dan Service Interaction Quality berpengaruh signifikan terhadap User
Satisfaction, sedangkan variabel Usability Quality berpengaruh tidak signifikan
terhadap User Satisfaction. Serta pada variabel Information Quality dan Service
Interaction Quality menjadi faktor utama yang mendorong kepuasan pengguna
website Traveloka. kemudian hubungan yang paling berpengaruh dalam
kesuksesan website Traveloka.com menggunakan Webqual 4.0, yaitu Information
Quality terhadap User Satisfaction dengan nilai original sample sebesar 0,586.

Kata kunci : traveloka, webqual 4.0, user satisfaction, online ticketing, evaluasi
kualitas
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ABSTRACT

Student Name /NPM  : Dwianna Sinaga/ 20082010037

Thesis Title . Evaluasi Kualitas Website Terhadap User
Satisfaction Traveloka Menggunakan Webqual 4.0

Advisor 1. Arista Pratama, S.Kom., M.Kom.

2. Anita Wulansari, S.Kom., M.Kom
ABSTRACT

The rapid development of information technology since the 21st century
has affected various sectors, including e-commerce. One of the rapidly growing
companies is Traveloka, a digital platform that provides ticketing, hotel, and
other travel booking services. Traveloka has been widely recognized in Indonesia
and several countries in Southeast Asia as a competitive online travel and
accommodation service provider. With the increasing competition, the quality of
usability, information, and services on the website is an important factor in
determining user satisfaction.

This research aims to evaluate the quality of Traveloka's website using the
WebQual 4.0 method, which measures three main variables: Usability Quality,
Information Quality, and Service Interaction Quality. The focus of this research is
on user perceptions of the influence of each variable on user satisfaction. The
sample was 400 respondents with a questionnaire using an online platform.

The results of hypothesis testing show that the Information Quality and
Service Interaction Quality variables have a significant effect on User
Satisfaction, while the Usability Quality variable has an insignificant effect on
User Satisfaction. And the Information Quality and Service Interaction Quality
variables are the main factors that drive user satisfaction of the Traveloka.com
website. then the most influential relationship in the success of the Traveloka.com
website using Webqual 4.0, namely Information Quality to User Satisfaction with
an original sample value of 0.586.

Keywords: traveloka, webqual 4.0, user satisfaction, online ticketing, quality
evaluation
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