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ABSTRAK

Chaerunissa Novianty (11230601) — Analisa Kualitas Pelayanan E-Commerce
Tokopedia Terhadap Kepuasan Pengguna Menggunakan Metode PIECES
Framework

E-commerce telah menjadi bagian penting dari pemasaran modern, di mana seluruh
aktivitas mulai dari promosi hingga transaksi dilakukan secara elektronik melalui
internet. Tokopedia, salah satu e-commerce terbesar di Indonesia, memainkan peran
vital dalam mendukung bisnis, termasuk UMKM, untuk berjualan secara online.
Kualitas layanan Tokopedia menjadi faktor penting dalam menarik dan
mempertahankan konsumen, serta memengaruhi kepuasan pengguna. Penelitian ini
menganalisis kualitas layanan Tokopedia terhadap kepuasan pengguna dengan
menggunakan metode PIECES Framework, yang mencakup enam dimensi:
Performance, Information, Economics, Control and Security, Efficiency, dan Service.
Tujuan penelitian adalah untuk mengidentifikasi faktor-faktor yang paling
memengaruhi kepuasan pengguna serta memberikan rekomendasi perbaikan. Hasilnya
menunjukkan bahwa kualitas layanan Tokopedia secara keseluruhan sangat baik,
dengan rata-rata nilai PIECES sebesar 84,38. Aspek Efficiency mendapat nilai
tertinggi, sedangkan Information memperoleh nilai terendah meskipun masih
memuaskan. Kesimpulannya, Tokopedia memiliki kualitas layanan e-commerce yang
unggul, namun beberapa aspek perlu ditingkatkan untuk menjaga dan meningkatkan
kepuasan pengguna.

Kata kunci: E-Commerce, Tokopedia, Kepuasan Pengguna, PIECES Framework,
kualitas Pelayanan



ABSTRAK

Chaerunissa Novianty (11230601) — Analysis of Tokopedia E-Commerce Service Quality on User
Satisfaction Using the PIECES Framework

E-commerce has become an integral part of modern marketing, where all activities from
product promotion to transactions are conducted electronically via the internet. Tokopedia,
one of the largest e-commerce platforms in Indonesia, plays a vital role in supporting
businesses, including SMEs, to sell their products online. The quality of Tokopedia’s service is
a crucial factor in attracting and retaining customers, as well as influencing user satisfaction.
This study analyzes the service quality of Tokopedia in relation to user satisfaction using the
PIECES Framework, which encompasses six dimensions: Performance, Information,
Economics, Control and Security, Efficiency, and Service. The purpose of this research is to
identify the factors that most influence user satisfaction and provide recommendations for
improvement. The findings indicate that Tokopedia's overall service quality is rated highly,
with an average PIECES score of 84.38. Efficiency received the highest score, while
Information received the lowest, though still satisfactory. In conclusion, Tokopedia has a
superior e-commerce service quality, but certain areas need improvement to maintain and
enhance user satisfaction.

Keywords: E-commerce, Tokopedia, User Satisfaction, PIECES Framework, Service Quality
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