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PENGARUH KUALITAS PELAYANAN UMKM KOPI MEWAH DI MEDIA 

SOSIAL DAN MARKETPLACE TERHAPAD KEPUASAN KONSUMEN 

 

INTISARI 

Kopi merupakan salah satu jenis tanaman perkebunan dengan nilai 

ekonomis tinggi dan dapat diolah menjadi minuman. Kopi sebagai minuman yang 

popular sehingga konsumen kopi tinggi. Hal tersebut dibuktikan dengan banyaknya 

kedai kopi, selain digunakan untuk menikmati kopi, keberadaan kedai kopi tersebut 

adalah untuk bersantai, membaca buku, atau diskusi. Hingga pada tahun 2020, 

banyak kedai kopi yang terpaksa tutup dikarenakan pemberlakuan Pembatasan 

Sosial Berskala Besar (PSBB). Kebijakan tersebut dimaksudkan untuk 

menanggulangi covid-19, sehingga mengakibatkan terjadinya pergeseran gaya 

hidup di masyarakat yang mengalihkan semua kegiatan secara online, mulai dari 

bekerja, sekolah, hingga berbelanja. Hal tersebut menyebabkan tingginya 

penggunaan media sosial dan marketplace. Oleh sebab itu, kedai kopi banyak yang 

beralih menjual produknya di media sosial atau marketplace, salah satunya adalah 

Kopi Mewah. Penelitian ini bertujuan untuk mengetahui pengaruh kualitas 

pelayanan UMKM Kopi Mewah di media sosial dan marketplace terhadap 

kepuasan konsumen. 

Teknik sampling yang digunakan pada penelitian ini adalah purposive 

sampling. Kriteria responden adalah konsumen Kopi Mewah di Facebook, 

Instagram, Shopee, dan Tokopedia. Sampel yang digunakan adalah 19 responden 

pada tiap media yang digunakan. Alat analisis yang digunakan adalah analisis 

regresi linier berganda. 

Hasil penelitian menunjukkan bahwa variabel bebas di media sosial dan 

marketplace secara bersama-sama berpengaruh terhadap variabel terikat. Variabel 

yang berpengaruh secara parsial terhadap kepuasan konsumen adalah variabel 

keandalan di Facebook dan Instagram, variabel jaminan di Facebook dan 

Tokopedia, serta variabel bukti fisik di Facebook dan Shopee sedangkan variabel 

empati berpengaruh secara parsial pada Tokopedia. 

Kata Kunci: Kepuasan Konsumen, Kopi, Kualitas Pelayanan, Media Sosial, 

Marketplace 
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THE INFLUENCE OF THE QUALITY OF SERVICE FOR KOPI MEWAH 

MSMES ON SOCIAL MEDIA AND MARKETPLACES IS INFLUENCED BY 

CONSUMER SATISFACTION 

 

ABSTRACT 

 

Coffee is a type of plantation plant with high economic value and can be 

processed into beverages. Coffee is a popular drink so coffee consumers are high. 

This is evidenced by the quantity of coffee shops, in addition to being used to enjoy 

coffee, the existence of the coffee shop is to relax, read books, or discuss. Until 

2020, many coffee shops were forced to close due to the implementation of 

Pembatasan Sosial Berskala Besar (PSBB). The policy is intended to tackle covid-

19, resulting in a lifestyle shift in society that shifts all activities online, from work, 

school, to shopping. This has led to high use of social media and marketplaces.  

Therefore, many coffee shops have switched to selling their products on social 

media or marketplaces, one of which is Kopi Mewah. This study aims to determine 

the effect of the quality of service for Kopi Mewah on social media and 

marketplaces on consumer satisfaction. 

The sampling technique used in this study was purposive sampling. The 

criteria for respondents are consumers of Kopi Mewah on Facebook, Instagram,  

Shopee, and Tokopedia. The sample used was 19 respondents in each media used. 

The analysis tool used is multiple linear regression analysis. 

The results showed that variables independent on social media and the 

marketplace together affect the bound variables. Variables that partially affect 

consumer satisfaction are reliability variables on Facebook and Instagram, 

assurance variables on Facebook and Tokopedia, and physical evidence variables 

on Facebook and  Shopee while empathy variables have partial effect on 

Tokopedia.  

 

Keywords: Customer Satisfaction, Coffee, Quality of Service, Social Media, 

Marketplace 

  

PLAGIARISME ADALAH PELANGGARAN HAK CIPTA DAN ETIKA



 

xii 
 

DAFTAR ISI 

Halaman 

HALAMAN JUDUL ........................................................................................................... i 

HALAMAN PENGESAHAN SKRIPSI ............................................................................ iii 

SURAT PERNYATAAN KEASLIAN SKRIPSI .............................................................. iv 

SURAT KETERANGAN PLAGIASI ................................................................................ v 

LEMBAR PERNYATAAN PERSETUJUAN PUBLIKASI KARYA ILMIAH .............. vi 

HALAMAN PERSEMBAHAN ....................................................................................... vii 

RIWAYAT HIDUP ......................................................................................................... viii 

KATA PENGANTAR ....................................................................................................... ix 

INTISARI ........................................................................................................................... x 

ABSTRACT ......................................................................................................................... xi 

DAFTAR ISI ..................................................................................................................... xii 

DAFTAR TABEL ............................................................................................................ xiv 

DAFTAR GAMBAR ........................................................................................................ xv 

DAFTAR LAMPIRAN .................................................................................................... xvi 

BAB I     PENDAHULUAN ............................................................................................... 1 
1.1 Latar Belakang Masalah ................................................................................ 1 
1.2 Rumusan Masalah ......................................................................................... 6 
1.3 Tujuan dan Manfaat Penelitian ...................................................................... 7 

BAB II   TINJAUAN PUSTAKA ...................................................................................... 9 
2.1 Landasan Teori .............................................................................................. 9 
2.2 Penelitian Terdahulu .................................................................................... 38 
2.3 Kerangka Pikir ............................................................................................. 40 
2.4 Hipotesis ...................................................................................................... 42 

BAB III  METODE PENELITIAN .................................................................................. 44 
3.1 Lokasi dan Waktu Penelitian ....................................................................... 44 
3.2 Populasi dan Sampel .................................................................................... 44 
3.3 Jenis dan Sumber Data ................................................................................ 46 

PLAGIARISME ADALAH PELANGGARAN HAK CIPTA DAN ETIKA



 

xiii 
 

3.4 Variabel Penelitian, Definisi Operasional Variabel, dan Pengukurannya ... 47 
3.5 Metode Pengumpulan Data ......................................................................... 48 
3.6 Metode Analisis Data .................................................................................. 49 

BAB IV HASIL DAN PEMBAHASAN .......................................................................... 55 
4.1 Gambaran Umum Produk ............................................................................ 55 
4.2 Karakteristik Responden ............................................................................. 57 
4.3 Hasil dan Pembahasan Penelitian ................................................................ 65 

BAB V  KESIMPULAN DAN SARAN ........................................................................... 89 
5.1 Kesimpulan .................................................................................................. 89 
5.2 Saran ............................................................................................................ 90 

DAFTAR PUSTAKA ....................................................................................................... 92 

LAMPIRAN ...................................................................................................................... 95 

 

  

PLAGIARISME ADALAH PELANGGARAN HAK CIPTA DAN ETIKA



 

xiv 
 

DAFTAR TABEL 

Tabel 1 Penelitian Terdahulu ................................................................................ 38 

Tabel 2. Gambaran Umum Responden Berdasarkan Umur .................................. 58 

Tabel 3. Gambaran Umum Responden Berdasarkan Jenis Kelamin .................... 59 

Tabel 4. Gambaran Umum Responden Berdasarkan Jumlah Transaksi ............... 60 

Tabel 5. Gambaran Umum Responden Berdasarkan Informasi Produk ............... 61 

Tabel 6. Gambaran Umum Responden Berdasarkan Alasan Membeli Online ..... 63 

Tabel 7. Gambaran Umum Responden Berdasarkan Kesediaan Rekomendasi .... 64 

Tabel 8. Hasil Uji Validitas Item-item Variabel Pada Facebook .......................... 65 

Tabel 9. Hasil Uji Validitas Item-Item Variabel Pada Instagram ......................... 66 

Tabel 10. Hasil Uji Validitas Item-Item Variabel Pada Shopee ........................... 68 

Tabel 11. Hasil Uji Validitas Item-Item Variabel Pada Tokopedia ...................... 69 

Tabel 12. Hasil Pengujian Multikolinearitas Facebook ........................................ 72 

Tabel 13. Hasil Pengujian Multikolinearitas Instagram ........................................ 72 

Tabel 14. Hasil Pengujian Multikolinearitas Shopee ............................................ 73 

Tabel 15. Hasil Pengujian Multikolinearitas Tokopedia ...................................... 73 

Tabel 16. Hasil Uji T Pada Facebook ................................................................... 77 

Tabel 17. Hasil Uji T Pada Instagram ................................................................... 79 

Tabel 18. Hasil Uji T Pada Shopee ....................................................................... 82 

Tabel 19. Hasil Uji T Pada Tokopedia .................................................................. 84 

Tabel 20. Ringkasan Uji T-Sig ............................................................................. 86 

  

PLAGIARISME ADALAH PELANGGARAN HAK CIPTA DAN ETIKA



 

xv 
 

DAFTAR GAMBAR 

Gambar 1. Kasus Covid-19 di Indonesia ................................................................................................................................ 1 

Gambar 2. Pengguna Internet Tertinggi Tingkat Asia ............................................................................................................ 4 

Gambar 3. Sebaran Jumlah Pengguna Internet di Indonesia ................................................................................................... 4 

Gambar 4. Pengguna Aktif Bulanan Media Sosial Terbanyak di Dunia ............................................................................... 16 

Gambar 5. Jumlah Pengguna Facebook di Asia ................................................................................................................... 18 

Gambar 6 Data Pengguna Instagram Terbanyak .................................................................................................................. 20 

Gambar 7. E-commerce Dengan Pengunjung Web Bulanan Tertinggi di Indonesia ............................................................ 25 

Gambar 8 Logo Shopee ........................................................................................................................................................ 27 

Gambar 9 Logo Tokopedia .................................................................................................................................................. 28 

Gambar 10. Kerangka Pikir .................................................................................................................................................. 41 

Gambar 11. Diagram Karakteristik Responden Berdasarkan Umur ..................................................................................... 57 

Gambar 12. Diagram Karakteristik Responden Berdasarkan Jenis Kelamin ........................................................................ 59 

Gambar 13. Diagram Karakteristik Responden Berdasarkan Jumlah Transaksi (sebulan terakhir) ...................................... 60 

Gambar 14. Diagram Karakteristik Responden Berdasarkan Informasi Produk ................................................................... 61 

Gambar 15. Diagram Karakteristik Responden Berdasarkan Alasan Membeli Online ......................................................... 62 

Gambar 16. Diagram Karakteristik Responden Berdasarkan Kesediaan Rekomendasi Kepada Orang Lain ............... 64 

  

PLAGIARISME ADALAH PELANGGARAN HAK CIPTA DAN ETIKA



 

xvi 
 

DAFTAR LAMPIRAN 

Lampiran 1. Kuesioner Penelitian ......................................................................... 95 

Lampiran 2. Data Responden .............................................................................. 100 

Lampiran 3. Data Responden (Faktor-Faktor) .................................................... 106 

Lampiran 4. Analisis Deskriptif .......................................................................... 109 

Lampiran 5. Uji Validitas dan Reliabilitas .......................................................... 115 

Lampiran 6. Uji Asumsi Klasik (Uji Normalitas) ............................................... 120 

Lampiran 7. Uji Asumsi Klasik (Uji Heteroskedastisitas) .................................. 122 

Lampiran 8. Uji Asumsi Klasik (Uji Multikolinearitas) ..................................... 124 

Lampiran 9. Analisis Regresi Linier Berganda Facebook .................................. 126 

Lampiran 10. Analisis Regresi Linier Berganda Instagram ................................ 127 

Lampiran 11. Analisis Regresi Linier Berganda Shopee .................................... 128 

Lampiran 12. Analisis Regresi Linier Berganda Tokopedia ............................... 129 

Lampiran 13. Dokumentasi ................................................................................. 130 

  

PLAGIARISME ADALAH PELANGGARAN HAK CIPTA DAN ETIKA


