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ABSTRAK

Penelitian ini dilakukan untuk mengetahui tingkat kepuasan pelanggan terhadap
aplikasi penjualan online pada TikTok Shop PT Daviena Mandiri Indonesia dengan
menggunakan metode End User Computing Satisfaction (EUCS). Metode EUCS
digunakan berdasarkan lima dimensi, yaitu Content, Accuracy, Format, Ease of
Use, dan Timeliness. Penelitian ini menggunakan metode kuantitatif dengan
penyebaran kuesioner kepada 400 responden yang merupakan pelanggan PT
Daviena Mandiri Indonesia yang pernah melakukan pembelian melalui TikTok
Shop. Pengumpulan data menggunakan skala Likert 1-5 dan teknik pengambilan
sampel yang digunakan adalah purposive sampling. Data penelitian dianalisis
menggunakan metode Structural Equation Modeling—Partial Least Squares (SEM-
PLS) dengan bantuan aplikasi SmartPLS 4.

Hasil penelitian menunjukkan bahwa instrumen yang digunakan telah memenuhi
kriteria validitas dan reliabilitas. Nilai R-Square yang diperoleh sebesar 0,378, yang
berarti bahwa kelima dimensi EUCS mampu menjelaskan kepuasan pelanggan
sebesar 37,8%, sedangkan 62,2% dipengaruhi oleh faktor lain di luar penelitian.
Hasil pengujian menunjukkan bahwa Content, Accuracy, Ease of Use, dan
Timeliness berpengaruh positif dan signifikan terhadap kepuasan pelanggan,
sedangkan Format tidak menunjukkan pengaruh yang signifikan. Dari hasil tersebut
dapat diketahui bahwa metode EUCS dapat digunakan untuk menganalisis
kepuasan pelanggan terhadap penggunaan aplikasi penjualan online pada TikTok
Shop PT Daviena Mandiri Indonesia. Hasil penelitian ini diharapkan dapat menjadi
bahan evaluasi dalam meningkatkan penggunaan TikTok Shop sebagai media

penjualan online.

Kata Kunci: Kepuasan Pelanggan, TikTok Shop, EUCS, SmartPLS, SEM-PLS.



ABSTRACT

This study was conducted to determine the level of customer satisfaction with the
online sales application on TikTok Shop at PT Daviena Mandiri Indonesia using the
End User Computing Satisfaction (EUCS) method. The EUCS method is based on
five dimensions, namely Content, Accuracy, Format, Ease of Use, and Timeliness.
This study used a quantitative approach by distributing questionnaires to 400
respondents who were customers of PT Daviena Mandiri Indonesia and had made
purchases through TikTok Shop. Data were collected using a 1-5 Likert scale, and
the sampling technique used was purposive sampling. The research data were
analyzed using the Structural Equation Modeling—Partial Least Squares (SEM-PLS)
method with the assistance of SmartPLS 4.

The results showed that the research instrument met the validity and reliability
criteria. The R-Square value obtained was 0.378, indicating that the five EUCS
dimensions were able to explain 37.8% of customer satisfaction, while the
remaining 62.2 % was influenced by other factors outside the study. The hypothesis
testing results showed that Content, Accuracy, Ease of Use, and Timeliness had a
positive and significant effect on customer satisfaction, while Format did not have
a significant effect. Based on these results, the EUCS method can be used to analyze
customer satisfaction with the use of the online sales application on TikTok Shop
at PT Daviena Mandiri Indonesia. The results of this study are expected to serve as

an evaluation for improving the use of TikTok Shop as an online sales platform.

Keywords: Customer Satisfaction, TikTok Shop, EUCS, SmartPLS, SEM-PLS.
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