ABSTRACT

Shopee has the Shopee Food feature, this makes it interesting because Shopee
is the first e-commerce to have online food delivery. So that Shopee does not need to
compete with other e-commerce, but competes with Go Food and Grab Food. This is
also supported by the results of the pre-survey which shows there are problems with
the service from Shopee Food which can affect customer satisfaction. This study aims
to determine how much influence E - Service Quality and E - Trust have on Customer

Satisfaction through the Shopee Food feature on MSMEs in Bandung

This study uses a quantitative method with the sampling technique used is non-
probability sampling with purposive sampling. Data collection was through a
questionnaire with a total sample of 97 respondents who are individuals or groups
who use e-commerce Shopee Food to buy MSME products in the Bandung area. The

data is then processed using the SPSS 25 for Windows application.

The results of the descriptive analysis in this study the e-service quality
variable gets a percentage of 78.5% included in the good category, the e-trust variable
is 81.3% included in the good category, and the customer satisfaction variable is
74.5% included in the good category .The results of this study indicate that the
variables e-service quality (X1) and e-trust (X2) have a positive and significant
influence on customer satisfaction variables through the shopee food feature for
MSMEs in Bandung (Y).
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