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CUSTOMER SATISFACTION ON IKEA INDONESIA WEBSITE BASED ON
WEBQUAL 4.0 BY USING IMPORTANCE PERFORMANCE ANALYSIS

b Chanigia Kholifah Megaputri , ? Trisha Gilang Saraswati
12) Bysiness Administration, Faculty of Communication and Business, T

fu of
improving the property busin e trend of buying furniture
IS growing very fast, where the tren g for furniture online is increasingly

in demand by people. Company that star follow this trend is IKEA, this company
has a website that can be accessed by their customers through IKEA Indonesia
Website.

The purpose of this study is to shows by using Importance Performance
Analysis based on Webqual 4.0 in decision making seen from expectations and reality
to assesstheperformance of IKEA Indonesia Website in perfoumingstheiserndees to
esearch uses quantitative deg
Dds based on customer assess
esia Website customers.
s who had used IKEA Ind

tive Analysis results, the re
ided by IKEA Indonesia
a percentage score of 78.0¢
lucts or services provided b
egory which has a percentag
ce Analysis (IPA) results i
an map into 4 quadrants s
Quadrant 111, and 3 Iteny
esia Website shoulg
g terms of custgs

Keywords: Vebqual 4.0,



ISSN : 2355-9357 e-Proceeding of Management : Vol.7, No.2 Agustus 2020 | Page 5209

1. BACKGROUND

Today, the current form of marketing can be interesting the attention of
consumers is to make a product or service accessible through the internet network. In
thig era, technology information has changed people's lifestyle in terms of busi
icectly also the ri
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Company that start is company has a website
that can be accessed by their consu KEA Indonesia Website. Website
has a broader market than mobile applications, website can be accessed with any
device as long as the device has a browser and there are internet services. So, the
possibility to get potential consumers is wider compared to mobile applications that
can only be accessed from smartphones that have specifications that match the version
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of the application. Also, most mobile applications today are the development from
website (Mahadisuta.com, 2018)

This research used Webqual 4.0 which measured the website quality based on
customer perceptions related to their experience using website services. According to
B nd Vidgen (2002) Webqual 4.0 consists of three dimensions whi
ervice Interagia

Satisfaction Analysis of IKE ased on Webqual 4.0 by Using
the Important Performance Analys

2.  LITERATURE REVIEW
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Quality of site content: the suitability of the information Addressed to
the user's wishes. For example, accuracy, format and relevance
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c. Service interaction quality

Quality of service interaction experienced by users because they

explore the site, realized with trust and empathy. For example,

transaction and information security issues, product delivery,
izati d communication Vyithesi

3.1 Types of Research
Types of this research is used descripti rch. Descriptive research is in the form
of collecting data for testing research questions or hypotheses relating to circumstances
and current occurrence. In this research, the scale of the instrument used is Likert scale
to measure the attitudes, opinions and perceptions of a person or group of people about
social phenomena.
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RESEARCH RESULTS AND DISCUSSION
4.1 Descriptive Analysis

1)  Descriptive Analysis of Sub Variable Usability
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Figure 4.1 Continuum Line of Sub Variable Usability
Source: Data that has been Processed, 2020

Figure 4.1 shows that Usability sub-variables obtained a rating of 78.0% in Reality
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3)  Descriptive Analysis of Sub Variable Service Interaction Quality

Performance

75.2%

Figure 4.3 shows that Service Intera y sub-variables obtained a rating of
75.2% in Reality and included in the * category. While 77.4% in Expectations
and included in the “Good” category.

4.2 Importance Performance Analysis
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considered by the company ed benefits and Quadrant 1V
shows that it is not too important in the eyes of the customer, and can be reduced so
that the company can save costs.
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4. CONCLUSIONS AND SUGGESTIONS

5.1 CONCLUSIONS

higher than expectation:
e Customer Satisfaction recei as measured based on descriptive
analysis in Expectation which h rcentage of 78.2% and included in the
“Good” category with the total score is 6879. The highest scores of
Expectation from Webqual 4.0 is dimension Information Quality which has
percentage of 80.4% in the category “Good”, and respondents’ responses to
sub variable of Informatio Quality that the highest scores are item number 1
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feel safe to complete transaction on IKEA Indonesia Website, | feel
secure about my personal account information that saved on the IKEA
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Indonesia Website, IKEA Indonesia Website gives space for my
personalization.

c. Quadrant 111, Attributes in this area are not too important but must still
be considered by the company because they affect the perceived
. |IKEA Indonesj

5.2 SUGGESTIONS
5.2.1 SUGGESTIONS FOR THE C Y

e Based on the level of customer satisfaction measured in expectations and
reality, IKEA Indonesia Website customers have not received a sense of
satisfaction because the results of the average expectations obtained by the

author have a difference of 78.2% higher than the average value of reality by

the customer satisfaction t
tomer satisfaction by prov,
vice, maintaining customer
k and ease of interacting w
n accordance with what 1K
Indonesia Website can pri
e to respond complaints fr
st be more carefully before
se there are still find custo
ave been paid are incomple
tributes need to be maintai
these attributes with ex
donesia Website do
don’t really

For those who w ction, can be biased by
adding free variables such as variables of service
quality, product quality, and customer experience., the next researcher can use
different analytical techniques such as simple or multiple linear regression
analysis, and to the next researcher can use another research object based on
application or another business website in Indonesia.
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