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ABSTRAK 

 

Helis Maulisa. Pengaruh Brand Image dan E-Service Quality terhadap 

Kepuasan Pelanggan Tokopedia di Universitas Esa Unggul, Jakarta Barat. 

(Dibimbing oleh Endang Ruswanti) 

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh brand 

image dan e-service quality terhadap kepuasan pelanggan Tokopedia. Jenis 

penelitian ini adalah kuantitatif. Sumber data penelitian ini merupakan data primer 

dengan mengambil sampel pelanggan Tokopedia di Universitas Esa Unggul, 

Jakarta Barat. Pengumpulan data dilakukan menggunakan purposive sampling 

dengan menyebarkan kepada 145 responden pelanggan Tokopedia. Penelitian ini 

menggunakan metode analisis regresi berganda 

Berdasarkan hasil penelitian dapat disimpulkan bahwa (1) Brand Image 

berpengaruh positif dan signifikan terhadap kepuasan pelanggan Tokopedia (2) E-

Service Quality berpengaruh positif dan signifikan terhadap kepuasan pelanggan 

Tokopedia (3) Brand Image dan E-Service Quality berpengaruh positif secara 

bersama-sama terhadap kepuasan pelanggan Tokopedia (4) E-Service Quality 

merupakan variabel dominan yang berpengaruh terhadap kepuasan pelanggan 

Tokopedia di Universitas Esa Unggul, Jakarta Barat. 

 

Kata Kunci: Brand Image, E-Service Quality, dan Kepuasan Pelanggan 
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ABSTRACT 

 

Helis Maulisa.The influence of Brand Image and E-Service Quality on 

Tokopedia’s Customer Satisfaction in EsaUnggul University, West Jakarta 

(Guided by Endang Ruswanti). 

The purpose of this research is to analyze the effect of Brand Image and E-

Service Quality through Tokopedia’s customer satisfaction. Type of this research 

is quantitative. This research uses primary data which sampled by customer of 

Tokopedia in EsaUnggul University. Data collected by purposive sampling with 

145 respondents of customer of Tokopedia. The method of this research uses 

multiple regression analysis. 

Based on the result of research, it can be concluded that (1) Brand Image 

have positive and significant influence to Tokopedia’s customers satisfaction (2) 

E-Service Quality have positive and significant influence to Tokopedia’s 

Customers Satisfaction (3) Brand Image and E-Service Quality have a positive 

influence simultaneously to Tokopedia’s Customer Satisfaction (4) E-Service 

Quality is a dominant variable that influence Tokopedia’s Customers Satisfaction 

in EsaUnggul University, West Jakarta. 

 

Keywords: Brand Image, E-Service Quality, and Customer Satisfaction 
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