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ABSTRAK 

 

Angela Clarisa Wijaya, 21042010076, PENGARUH PERSEPSI 

KEMUDAHAN, PROGRAM GRATIS ONGKOS KIRIM, DAN E-

SERVICESCAPE TERHADAP E-SATISFACTION (Studi pada Pengguna 

Aplikasi Alfagift di Surabaya) 

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh dan 

signifikansi persepsi kemudahan, program gratis ongkos kirim, dan e-Servicescape 

secara simultan dan parsial terhadap e-satisfaction pada pengguna aplikasi Alfagift 

di Surabaya. Penelitian ini menggunakan jenis penelitian kuantitatif. Sampel dalam 

penelitian ini sebanyak 150 responden, yang diambil dengan menggunakan teknik 

non-probability sampling, yaitu purposive sampling. Jenis data yang digunakan 

dalam penelitian adalah data primer dengan teknik pengumpulan data melalui 

kuesioner. Teknik analisis data yang digunakan adalah analisis regresi linier 

berganda. Hasil penelitian menunjukkan bahwa: (1) persepsi kemudahan, program 

gratis ongkos kirim, dan e-Servicescape secara simultan berpengaruh dan signifikan 

terhadap e-satisfaction; (2) persepsi kemudahan dan e-Servicescape secara parsial 

berpengaruh dan signifikan terhadap e-satisfaction; dan (3) program gratis ongkos 

kirim secara parsial tidak berpengaruh dan tidak signifikan terhadap e-satisfaction. 

 

Kata Kunci: Persepsi Kemudahan, Program Gratis Ongkos Kirim, E-Servicescape,  

E-Satisfaction 



 

xiii 
  

ABSTRACT 

 

Angela Clarisa Wijaya, 21042010076, THE EFFECT OF PERCEIVED EASE 

OF USE, FREE SHIPPING PROGRAM, AND E-SERVICESCAPE ON E-

SATISFACTION (Study on Alfagift Application Users in Surabaya) 

This study aims to determine and analyze the effect and significance of perceived 

ease of use, free shipping program, and e-Servicescape simultaneously and 

partially on e-satisfaction in Alfagift application users in Surabaya. This research 

uses quantitative research. The sample in this study were 150 respondents, who 

were taken using non-probability sampling technique, namely purposive sampling. 

The type of data used in the study is primary data with data collection techniques 

through questionnaires. The data analysis technique used is multiple linear 

regression analysis. The results showed that: (1) perceived ease of use, free shipping 

program, and e-Servicescape simultaneously have an effect and are significant to 

e-satisfaction; (2) perceived ease of use and e-Servicescape partially have an effect 

and are significant to e-satisfaction; and (3) free shipping program partially has no 

effect and is not significant to e-satisfaction. 

 

Keywords: Perceived Ease of Use, Free Shipping Program, E-Servicescape, E-

Satisfaction 

 

 


