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ABSTRAK 

 

 

Perkembangan teknologi turut serta mempengaruhi gaya hidup masyarakat 

Indonesia melalui perilaku berbelanja online. Berbelanja online melalui aplikasi/ 

platform bisnis ritel online mulai banyak digunakan oleh masyarakat dalam 

berbelanja berbagai kebutuhan, mulai dari customer’s goods, electronic goods 

hingga buku bahkan pakaian. Penelitian ini dilakukan untuk menguji pengalaman 

berbelanja terhadap kepuasan pelanggan online shop Shopee dengan sub variabel 

pengujian Effort Expectancy, Performance Expectancy, Self Efficacy dan Trust. 

Pengumpulan data dilakukan menggunakan kuesioner. Terhadap 190 sampel 

Mahasiswa/i Manajemen Universitas Kristen Maranatha. Dari ke empat sub variabel 

yang dilakukan pengujian secara partial hanya variabel Self Efficacy yang tidak 

berpengaruh terhadap kepuasan pelanggan. Hasil pengujian secara simultan 

menunjukkan Effort Expectancy, Performance Expectancy, Self-Efficacy dan Trust 

berpengaruh sebesar 53,3% terhadap kepuasan pelanggan.  

 

 

Kata Kunci : Pengalaman, Effort Expectancy, Performance Expectancy, Self 

Efficacy Trust, Kepuasan Pelanggan  
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ABSTRACT 

 

 

Technological developments also influence the life style of Indonesian people 

through their online shopping behaviour. Online shopping through the 

application of an online retail business platform has more and more been used 

by many people for shopping and the various needs range from customer goods 

and electronics to books and clothing. The present research was conducted to 

test the shopping experience of ‘Online Business Shopee’ customer satisfaction 

through testing as sub-variables: effort expectancy, performance expectancy, 

self-efficacy and trust. Data collection was conducted using a questionnaire on 

a group of 190 students from the Management Department of Maranatha 

Christian University. From the four sub variables that were partially tested only 

the self-efficacy variable did not affect customer satisfaction. The results of 

simultaneous testing show that effort expectancy, performance expectancy, self-

efficacy and trust have an effect of 53.3% on customer satisfaction.  
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