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ABSTRACT

Yeni Gusnawati, 302 15 11 099. Effects of Technology Acceptance Model and
E-Service Quality on Bukalapak Online Shop Customer Satisfaction.

The purpose of this reserch is to find out and get a study of the effect of tecnology
acceptance model and e-service quality on custumer satisfaction on the bukalapak
online shopping website.

This research is a quantitative descriptive study with a total sample of 160
respondents, while the sampling method uses purposive sampling. In this study the
dependent variable is customer satisfaction. Testing instruments using validity
and reliability tests, while the data analysis method uses multiple linear
regression analysis, T test, F test, and coefficient of determination (R2).

The results of this study indicate that the independent variable X1 is obtained by
tcount (2.022)> T table (1.975) and the variable X2 thitung is (6.748)> Ttable.
Then the variable X1 (technology acceptance model) has a positive and partially
significant effect on variable Y (customer satisfaction). The results of the F test
indicate that F count (51,658)> F table (3.05), while the significance of 0,000
<alpha at a significance level of 0.05, HO is rejected and Ha is accepted which
means the independent variable (technology acceptance model and e-service
quality) together or simultaneously affect the dependent variable (customer
satisfaction) significantly. The results of the coefficient of determination (R2)
indicate that the independent variables (technology acceptance model and e-
service quality) affect the dependent variable (customer satisfaction) by 38.9%
and the remaining 61.1% is influenced by other variables outside the research.

Keywords: Technology Acceptance Model, E-service Quality, Customer
Satisfaction
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ABSTRAK

Yeni Gusnawati, 302 15 11 099. Pengaruh Technology Acceptance Model dan
E-Service Quality terhadap Kepuasan Pelanggan Situs Online Shop
Bukalapak.

Tujuan dari penelitian ini adalah untuk mengetahui dan mendapatkan
kajian mengenai pengaruh technology acceptance model dan e-service quality
terhadap kepuasan pelanggan pada situs belanja online Bukalapak.

Penelitian ini merupakan penelitian deskriptif kuantitatif dengan jumlah
sampel sebanyak 160 responden, sedangkan metode pengambilan sampel
menggunakan purposive sampling. Pada penelitan ini variabel terikatnya adalah
kepuasan pelanggan. Pengujian instrumen menggunakan uji validitas dan uji
reliabilitas, sedangkan metode analisis data menggunakan analisis regresi linier

berganda, uji T, uji F, dan koefisien determinasi (R?).

Hasil penelitian ini menunjukkan variabel independen X; diperoleh thitung
sebesar (2,022) > Tianel (1,975) dan variabel X3 thiung Sebesar (6,748) > Trape. Maka
variabel X; (technology acceptance model) berpengaruh positif dan signifikan
secara parsial terhadap variabel Y (kepuasan pelanggan). Hasil uji F menunjukkan
bahwa Fiwung (51.658) > F tabel (3,05), sedangkan signifikansi 0,000 < alpha pada
taraf signifikansi 0,05 maka H, ditolak dan Ha diterima yang berarti variabel independen
(technology acceptance model dan e-service quality) secara bersama-sama atau simultan
mempengaruhi variabel dependen (kepuasan pelanggan) secara signifikan. Hasil koefisien
determinasi (R? menunjukkan bahwa variabel independen (technology acceptance model
dan e-service quality) mempengaruhi variabel dependen (kepuasan pelanggan) sebesar

39,7% dan sisanya 60,3% dipengaruhi variabel lain di luar penelitian.

Kata kunci : Technology Acceptance Model, E-service Quality, Kepuasan Pelanggan
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