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ABSTRAK 
 

Penelitian ini bertujuan untuk mengetahui dan menjelaskan pengaruh kualitas e-service 

terhadap minat beli pada marketplace Shopee di kalangan Generasi Z Kecamatan Cibeunying Kidul. 

Masalah dalam penelitian ini didasari oleh adanya kesenjangan antara tingginya popularitas Shopee 

sebagai marketplace dengan kunjungan tertinggi dengan keluhan nyata pengguna terkait kendala teknis 

sistem, responsivitas layanan pelanggan, dan ketidakakuratan ulasan.  Metode penelitian yang digunakan 

adalah metode kuantitatif dengan pendekatan deskriptif dan verifikatif. Variabel independen dalam 

penelitian ini adalah Kualitas E-Service (X) yang diukur melalui lima dimensi, yaitu reliability, 

responsiveness, assurance, empathy, dan tangibles. Sedangkan variabel dependen adalah Minat Beli (Y) 

yang diukur melalui empat indikator, yaitu minat transaksional, referensial, preferensial, dan eksploratif. 

Teknik analisis data yang diterapkan meliputi analisis deskriptif, uji asumsi klasik (uji normalitas, uji 

linieritas, uji heteroskedastisitas), analisis regresi linier sederhana, uji koefisien determinasi (R2), serta 

pengujian hipotesis melalui Uji T (parsial). Responden  dalam penelitian ini adalah Generasi Z di 

Kecamatan Cibeunying Kidul yang aktif menggunakan marketplace shopee sebagai media belanja 

online. Pengumpulan data dilakukan sebagai data primer melalui penyebaran kuesioner terstruktur skala 

Likert kepada 99 orang responden yang dipilih menggunakan teknik non probability sampling. Hasil 

analisis deskriptif menunjukkan karakteristik responden didominasi oleh perempuan (89,9%) dan 

Generasi Z tahun kelahiran 2000-2004 (61,6%) dengan status mayoritas sebagai karyawan/swasta 

(45,5%). Analisis regresi linier sederhana menghasilkan persamaan Y = 2,285 + 0,714X Berdasarkan 

pengujian secara parsial (Uji t), Kualitas E-Service berpengaruh positif dan signifikan terhadap Minat 

Beli (t hitung = 16.877 > t tabel) = 1.984). Nilai R Square sebesar 0.746 menunjukkan bahwa kualitas e-

service mampu memberikan pengaruh minat beli sebesar 74,6% sedangkan sisanya sebesar 25,4% 

dipengaruhi oleh variabel lain yang tidak diteliti dalam penelitian ini.  Berdasarkan hasil tersebut, saran 

yang diberikan bagi pihak manajemen Shopee disarankan meningkatkan kualitas layanan pelanggan 

(Customer Service) agar merespons keluhan pengguna secara lebih cepat, solutif, dan mengurangi 

penggunaan jawaban template otomatis  yang dinilai kurang membantu mengatasi masalah nyata 

konsumen. Shopee perlu memperketat sistem filterisasi ulasan produk untuk menyaring ulasan palsu, 

untuk menjaga keaslian bukti fisik layanan digital demi mengoptimalkan minat transaksional dan 

eksploratif konsumen. 
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ABSTRACT 
 

This study aims to determine and explain the influence of e-service quality on purchase 

intention regarding the Shopee marketplace among Generation Z in Cibeunying Kidul District. The 

research problem stems from the gap between Shopee's high popularity—as the marketplace with the 

highest number of visits—and actual user complaints regarding system technical issues, customer 

service responsiveness, and review inaccuracies. A quantitative research method with descriptive and 

verificative approaches was employed. The independent variable is E-Service Quality (X), measured 

across five dimensions: reliability, responsiveness, assurance, empathy, and tangibles. The dependent 

variable is Purchase Intention (Y), measured via four indicators: transactional, referential, preferential, 

and explorative intentions. Data analysis techniques included descriptive analysis, classical assumption 

tests (normality, linearity, and heteroscedasticity tests), simple linear regression analysis, the coefficient 

of determination (R²) test, and hypothesis testing via the t-test (partial test). Respondents consisted of 

Generation Z individuals in Cibeunying Kidul District who actively use Shopee for online shopping. 

Primary data were collected by distributing structured Likert-scale questionnaires to 99 respondents 

selected through non-probability sampling. Descriptive analysis revealed that the respondent profile was 

dominated by females (89.9%) and Generation Z members born between 2000 and 2004 (61.6%), with 

the majority employed in the private sector (45.5%). Simple linear regression analysis yielded the 

equation Y = 2.285 + 0.714X. Partial testing (t-test) indicated that E-Service Quality has a positive and 

significant effect on Purchase Intention (t-count = 16.877 > t-table = 1.984). The R-squared value of 

0.746 indicates that e-service quality accounts for 74.6% of the influence on purchase intention, while 

the remaining 25.4% is attributed to variables not examined in this study. Based on these findings, it is 

recommended that Shopee management improve customer service quality by responding to user 

complaints more quickly and effectively—offering actual solutions rather than relying on automated 

template responses, which are often perceived as unhelpful in resolving genuine consumer issues. 

Furthermore, Shopee needs to tighten its product review filtering systems to weed out fake reviews and 

preserve the authenticity of the digital service's social proof, thereby optimizing consumer interest in 

both transactions and exploration. 
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