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NIM :61201022009260

Judul Skripsi : Analisi Proses Pemenuhan Pesanan untuk Meningkatkan
Kepuasan Pelanggan Pada Toko Online Jam Fashion00.

ABSTRAK

Penelitian ini bertujuan untuk menganalisis proses pemenuhan pesanan yang
diterapkan pada Toko Online Jam Fashion00 melalui platform Tokopedia dan TikTok Shop,
mengetahui pengalaman pelanggan terhadap proses pemenuhan pesanan, serta menganalisis
peran proses pemenuhan pesanan dalam meningkatkan kepuasan pelanggan. Penelitian
menggunakan pendekatan kualitatif dengan metode deskriptif. Informan penelitian terdiri
atas pemilik toko, admin operasional, dan dua pelanggan. Data dikumpulkan melalui
wawancara, observasi, dan dokumentasi, kemudian dianalisis menggunakan NVivo 12 Pro
melalui proses coding dan identifikasi tema. Hasil penelitian menunjukkan bahwa proses
pemenuhan pesanan dilakukan melalui tahapan penerimaan dan verifikasi pesanan,
pengelolaan stok produk, pengemasan produk, pengiriman pesanan, serta penanganan
keluhan pelanggan. Pelanggan menilai bahwa produk yang diterima sesuai dengan deskripsi,
pengemasan dilakukan dengan baik, pengiriman berlangsung sesuai estimasi, dan layanan
toko responsif terhadap kebutuhan pelanggan. Hasil analisis NVivo menghasilkan tiga tema
utama, yaitu ketepatan pemenuhan pesanan, kualitas pengiriman produk, dan kualitas
pelayanan pelanggan. Temuan penelitian menunjukkan bahwa kepuasan pelanggan tidak
hanya dipengaruhi oleh kualitas produk yang diterima, tetapi juga oleh keseluruhan proses
pemenuhan pesanan yang diberikan selama transaksi berlangsung. Temuan ini memperkuat
teori E-Service Quality khususnya pada dimensi reliability, fulfillment, dan responsiveness.

Kata kunci: proses pemenuhan pesanan; kepuasan pelanggan; e-service quality; marketplace;
NVivo.

Vil



Full Name  : Alexius Obadia Ndruru

Student ID  : 61201022009260

Thesis Title  : Analysis Of The Order Fulfillment Process To Improve Customer
Satisfaction At The Jam Fashion00 Online Store

ABSTRACT

This study aims to analyze the order fulfillment process implemented by Jam Fashion00
Online Store through Tokopedia and TikTok Shop platforms, examine customer experiences
regarding the order fulfillment process, and analyze the role of order fulfillment in improving
customer satisfaction. This research employed a qualitative approach with a descriptive
research design. The informants consisted of the store owner, operational administrator, and
two customers. Data were collected through interviews, observations, and documentation,
then analyzed using NVivo 12 Pro through coding and thematic identification processes. The
findings revealed that the order fulfillment process consists of several stages, namely order
receipt and verification, inventory management, product packaging, order delivery, and
customer complaint handling. Customers reported positive experiences, indicating that the
products received matched the descriptions displayed on the marketplace, the packaging was
secure, the delivery process met the estimated schedule, and the store provided responsive
customer service. The NVivo analysis generated three main themes: order fulfillment
accuracy, product delivery quality, and customer service quality. The findings indicate that
customer satisfaction is influenced not only by the quality of the products received but also by
the overall fulfillment process provided throughout the transaction. These findings support
the E-Service Quality theory, particularly the dimensions of reliability, fulfillment, and
responsiveness. The study also contributes by demonstrating that customer satisfaction in
online stores is shaped by the integration of order verification, inventory management,
delivery quality, and responsive customer service.

Keywords: order fulfillment process, customer satisfaction, e-service quality; marketplace;
NVivo.
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