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Abstract. Customer or user satisfaction is a very important thing to maintain especially for company that 
engaged in the service industry. Therefore, it is necessary to conduct research to determine the level of user 
satisfaction and identify problems that must be addressed immediately. A thorough analysis on the service 
importance level satisfaction level for certain services at Bukalapak can be done by using Service Quality 
(SERVQUAL) Method. The result shows that according to Customer Satisfaction Index (CSI) calculation, 
the user satisfaction level with Bukalapak is 85% which can be considered very good. Aside from that, 
companies also need to know the perceptions and expectations of users on the quality of services offered 
and make improvements in critical areas by making an Importance Performance Analysis (IPA) graph. The 
graph shows 4 main problems in Quadrant I that need to be solved immediately which are the appearance 
of Bukalapak’s website or application (T1), data protection for customer or user (E1), customer service (E2), 
and the coherency of stock quantities and product descriptions (R2). The resolution of these four problems 
was made by using questionnaires to ask for opinions and solutions from 5 experts.  

1 Introduction 
The number of households in Indonesia that use internet 
continues to grow from year to year. There were 57.33% 
of households that used the internet in 2017, 66.22% in 
2018, 73.75% in 2019, and 78.18% in 2020 [1]. Along 
with the increasing number of internet users, the trend 
of shopping through e-commerce is also increasing. The 
number of e-commerce users in Indonesia in 2017 
reached 139 million users, then increased by 10.8% to 
154.1 million users in 2020 [2]. 

The most visited e-commerce sites according to 
2020 data are Shopee with 71.53 clicks/month, 
Tokopedia with 69.8 clicks/month, Bukalapak with 
37.63 clicks/month, Lazada with 24.4 clicks/month, 
Blibli with 17 ,6 clicks/month, et al [3]. Bukalapak and 
JD.ID had the highest number of complaints in 2019, 
which were 17.6% each. There were also complaints 
against Shopee at 14.7%, Tokopedia at 8.8%, OVO and 
Tiket.com at 5.8%, and Lazada at 2.9% [4]. Bukalapak 
receives various kinds of complaints, but when viewed 
from the rating received on Play Store, the overall 
number of complaints is still less than the number of 
satisfied users. 

More than 75% of the ratings given by users to 
Bukalapak application are still positive (ratings 4 and 5), 
but it cannot be denied that at the same time there are 
also many complaints from the user side and a decrease 
in the number of visits. Therefore, it is necessary to 
conduct research to determine the level of user 
satisfaction and identify problems that must be 
addressed immediately. A thorough analysis of the level 
of importance of a service for users and the level of 
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satisfaction for certain services at Bukalapak can be 
done by using Service Quality (SERVQUAL) Method. 
Companies also need to know the perceptions and 
expectations of users on the quality of services offered 
and make improvements in critical areas by making an 
Importance Performance Analysis (IPA) graph. 

2 Literature review 

2.1 Service quality (SERVQUAL) 

Service quality is the fulfilment of the needs and desires 
of customers and the accuracy of product or service 
delivery to balance customer expectations [5]. Service 
quality has 5 dimensions, such as [6]:  
1) Tangibles 

Tangibles are things that the user can see and feel 
directly. Tangibles are often associated with physical 
things such as tools or machines to produce products 
and as a representation of a service such as credit and 
debit cards, or the speed and effectiveness of 
transactions. 

2) Reliability 
Reliability means the organization or company 
provides good and reliable service. This also shows 
that the organization or company always tries to 
fulfil what has been promised and pays attention to 
the results. 

3) Assurance 
Assurance is the ability of an organization or 
company to provide a sense of security and trust to 
customers. Organizations or companies must 
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provide friendly, confidential, courteous, and 
competent service. 

4) Empathy 
Customers must feel prioritized by the company that 
provides these services. Empathy means caring, 
giving personal attention, and providing good 
service to customers. The essence of empathy is 
conveying the feeling that a customer is unique and 
special. This is usually measured in terms of 
security, credibility, and access. 

5) Responsiveness 
Responsiveness means the ease with which 
customers can contact the organization or company. 
An example is customer service access. 
 
Customer satisfaction is defined as an evaluation 

after a customer uses a product or service, as well as 
whether the product or service can meet customer 
expectations and desires. Customer satisfaction can be 
calculated using the Customer Satisfaction Index (CSI) 
formula. The CSI calculation is done by calculating the 
value given by the customer on the SERVQUAL 
questionnaire [7]. 

2.2 Importance performance analysis (IPA) 

Importance Performance Analysis (IPA) is a method 
that maps customer perceptions of the importance level 
and the service aspects with customer perceptions of 
performance level [8]. This is done to identify services 
that need to be improved. The strategies that can be 
carried out depend on the position of each variable in the 
four quadrants and can be explained as follows [9]: 
1) Quadrant 1 (Concentrate These)  

Quadrant 1 is an area that contains factors that are 
considered important by users, but in reality the level 
of satisfaction obtained is still low. The variables 
included in this quadrant are a priority for 
improvement. 

2) Quadrant 2 (Keep Up the Good Work) 
Quadrant 2 is an area that contains factors that are 
considered important by users and are in accordance 
with what they feel so that the level of satisfaction is 
relatively higher. The variables that fall into this 
quadrant must be maintained because all these 
variables make the product or service superior in the 
eyes of the user. 

3) Quadrant 3 (Low Priority) 
Quadrant 3 is an area that contains factors that are 
considered less important by customers and their 
performance is also not too good. The increase here 
can be reconsidered because its effect on the 
customers is very small. 

4) Quadrant 4 (Possible Overkill) 
Quadrant 4 is an area that contains factors that are 
considered less important by users, but have a high 
level of satisfaction. Variables included in this 
quadrant service can be reduced so that the company 
can save costs. 
 
 
 

3 Research methodology 
Problem solving steps according to flowchart from the 
beginning of research to the end of it.  
1) Observation 

The observation process is done by observing the 
service quality of Bukalapak’s website and 
application when used and by doing short interviews 
with some people. The next step is to look for 
supporting data on the internet regarding the number 
of internet users, the number of e-commerce users of 
Bukalapak, general complaints submitted, etc.  

2) Literature Study 
Literature study aims to obtain references or 
supporting literature in order to solve existing 
problems. Literature related to the appropriate 
theories and methods to be used in determining the 
level of customer satisfaction need to be collected. 
This includes scientific papers and related research 
journals.  

3) Problem Identification 
Many problems have arisen related to Bukalapak 
which can cause dissatisfaction for Bukalapak users. 
User satisfaction is an important factor that affects 
Bukalapak website and application. Dissatisfied 
customers are more likely to switch to another e-
commerce site. Research on customer satisfaction 
needs to be done in order to remain competitive. 

4) Objective 
Setting the objective is the first step that must be 
taken to ensure the research goes according to plan. 
This study aims to determine the level of satisfaction 
of Bukalapak users with the services available on the 
website and its applications. The research is 
expected to be useful for improving company 
performance. 

5) Determine the Population and Sample 
The population is all Bukalapak users. The total 
number of Bukalapak users is very large and can’t be 
determined precisely and therefore needs to be 
calculated by using an unknown population formula.  

6) Make Questionnaire  
The questionnaire is a list of questions used by 
researchers to obtain data from the source directly. 
The questionnaire is the closed type where the 
researchers have provided all possible answers and 
respondents only need to choose between them. The 
questionnaire was made using the SERVQUAL 
method and was divided into 2 parts, namely the 
level of importance and the level of service 
satisfaction. Each section has 5 main variables, 
namely tangible, reliability, assurance, 
responsiveness, and empathy. There are 4 questions 
that must be answered based on 5 choices according 
to Likert scale in each section. 

7) Data Collection 
Data collection was carried out to obtain primary and 
secondary data. Primary data is the data obtained 
from users in the form of answers to the distributed
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questionnaires. The amount of data collected must 
meet the specified criteria. Secondary data is data 
obtained from literature related to the research and 
company documents. The data contains instructions 
for conducting the research and all useful 
information for the preparation of the report.

8) Questionnaire Validity and Reliability Test
Tests were carried out to ensure that the data 
collected from the questionnaire is valid and reliable. 
Data that does not meet the criteria can lead to wrong 
conclusions that may bring negative impact to the 
company. Data testing is done by using Minitab 
software.

9) Data Processing
Data processing is carried out by calculating the 
Customer Satisfaction Index (CSI) value to 
determine the satisfaction level of Bukalapak users 
with the services provided. The Importance 
Performance Analysis (IPA) method is also used to 
determine the level of importance or priority of the 
service that must be improved.

10)Problem Mitigation
Items in quadrant 1 in the IPA graph show the main 
problems that have the most influence on the poor 
service perceived by customers or users when using 
Bukalapak’s application or website. Mitigation must 
be done to fix the most critical problem in quadrant 
1 by asking for opinions from 5 experts using a 
questionnaire.

11)Problem Analysis
The analysis is carried out based on the results of 
data processing that has been done and aims to 
answer the questions from the research objective. 
After analyzing the data obtained, a solution can be 
found or made.

12)Conclusion
Conclusions are drawn from the results of data 
collection, processing, analysis, and problem 
mitigation. The conclusion is the short and compact 
version of the overall research’s result and must 
answer all the objectives specified at the beginning.

4  Result and analysis
Bukalapak received quite a number of complaints from 
customers, but on the other hand, the app rating on Play 
Store is still very good (4 and 5 stars). Therefore, it is 
necessary to conduct research to determine the level of 
interest and actual user satisfaction with Bukalapak’s 
services. There are several methods that can be used to 
measure service quality, for example SERVQUAL 
method, SERVPERF, SERVPEX, Kano Model, Quality 
Function Deployment (QFD), usability testing, etc.

The SERVQUAL method was chosen because it is 
easier for respondents to fill it. The SERVQUAL 
method is also very suitable for obtaining opinions from 
many sources at once who are in different locations. The 
results of filling out the SERVQUAL questionnaire are

then tabulated and made into a graphic form to 
determine the most critical problems that must be 
prioritized to be solved first. This problem is a variable 
that has a high level of importance, but with a low level 
of satisfaction according to the Importance Performance 
Analysis (IPA) graph. Determining the number of 
respondents required to fill the SERVQUAL 
questionnaire can be calculated by using the following 
formula [10].  =  4 ( )                                           

(1)

Notes:
n  = Number of samples   
z   = Confidence level value     
moe = Error tolerance 

The minimum number of respondents required is 97 
people. After the questionnaire was distributed, the 
author managed to get 107 responses that matched the 
criteria. 

4.1 Data collection

Survey was conducted by using questionnaires customer 
satisfaction with Bukalapak’s application and website. 
The assessment method used is the Likert scale from 1-
5. Questionnaires were distributed randomly through 
Google Form link and successfully obtained 107 
respondents. The questions can be seen in Table 1. 
Questionnaire Attributes. 

Table 1. Questionnaire attributes. 

The importance level of each attribute data obtained 
from 107 respondents can be seen in Table 2. 
Importance Score. 
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Table 2. Importance score.

The data that has been obtained is then processed by 
using Minitab software to know the overall Cronbach's 
alpha value for the importance level score which can be 
seen in Table 3. Cronbach’s Alpha Importance Score.

Table 3. Cronbach’s alpha importance score.

Cronbach’s Alpha
0.9382

The reliability test of each attribute for the 
importance level score based on the data that has been 
collected can be seen in Table 4. Omitted Item Statistic 
Importance Score.

Table 4. Omitted item statistic importance score.

The validity test of each attribute for the importance 
level score was also carried out. It is concluded from the 
result that all data is considered valid. The satisfaction 
level of each attribute data obtained from 107 
respondents can be seen in Table 5. Satisfaction Score.

Table 5. Satisfaction score.

The data that has been obtained is then processed by 
using Minitab software to know the overall Cronbach's 
alpha value for the satisfaction level score which can be 
seen in Table 6. Cronbach’s Alpha Satisfaction Score.

Table 6. Cronbach’s alpha satisfaction score.

The reliability test of each attribute for the 
satisfaction level score based on the data that has been 
collected can be seen in Table 7. Omitted Item Statistic 
Satisfaction Score.

Table 7. Omitted item statistic satisfaction score.

The validity test of each attribute for the satisfaction 
level score was also carried out. It is concluded from the 
result that all data is considered valid.

Cronbach’s Alpha
0.9536
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4.2 Data processing

Calculation of the Customer Satisfaction Index (CSI) 
value can be done after all of the attributes are reliable 
and valid. The calculation results based on the data 
obtained can be seen in Table 8. Customer Satisfaction 
Index (CSI).

Table 8. Customer Satisfaction Index (CSI).

The importance and satisfaction level value are then 
processed into a scatter plot graph to determine the 
results of the performance analysis of the company's 
service satisfaction. The scatter plot is made by using 
Minitab software and can be seen in Figure 1.

Fig. 1. Importance performance analysis (IPA).

Problems written in quadrant 1 of the IPA graph are 
critical and must be resolved immediately. This is 
because the problem has a high level of importance, but 
the level of customer or user satisfaction is low. There 
are 4 problems in quadrant 1, where the resolution was 
made by using questionnaires to ask for opinions and 
solutions from 5 experts. The collection of answers 
obtained can be seen in Table 9. Expert’s Answer.

Table 9. Expert’s answer.

Tabulation on answers frequency from 5 experts can 
be seen in Table 10. Expert’s Answer Frequency.

Table 10. Expert’s answer frequency.

4.3 Analysis

The service performance measurement of Bukalapak is 
carried out using the service quality method which 
consists of 5 parts, namely tangibles, reliability, 
assurance, responsiveness, and empathy. The 
SERVQUAL method is used to measure the level of 
importance and satisfaction of customers or users listed 
in Table 1. Questionnaire Attributes and filled out by 
107 respondents. Questions to measure each level of 
importance and satisfaction level on the questionnaire 
totalled 20 questions, where each dimension consisted 
of 4 questions.

The first step is to process the data from the 
questionnaire related to the service importance level in 
Table 2. Importance Score. Bukalapak uses Minitab 
software to test the reliability and validity of each 
attribute. The results of the data processing produce an 
overall Cronbach's alpha value of 0.9382 that can be 
seen in Table 3. Cronbach's alpha Importance Score.

This value is then compared with each of the 
Cronbach's alpha attributes value to determine its 
reliability. Attributes are categorized as reliable data if
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the value of Cronbach's alpha attribute is smaller than 
the overall value of Cronbach's alpha and vice versa. 
Based on the tests carried out, all of Cronbach's alpha 
attribute data in Table 4. Omitted Item Statistics 
Importance Score has a smaller value than the overall 
Cronbach's alpha so all of the data can be categorized as 
reliable and accurate. 

Testing the validity of the attributes is done by 
comparing the calculated R value with the R table value. 
Degrees of freedom or df is used to determine the R 
table, namely by subtracting the number of respondents 
with a value of 2. The df value of Bukalapak based on 
the number of respondents is 105. An attribute can be 
categorized as valid data if the calculated R value is 
greater than the R table, and vice versa. 

The test is carried out using the significance level for 
the two-way test. Attributes can be categorized as valid 
data if the validity level is above 95% or has an alpha of 
0.05. Attributes can be categorized as very valid data if 
the validity level is above 99% or has an alpha of 0.01. 
The R table value with a df of 105 is 0.1946 for 0.05 
significance level with a 1-star symbol (*) and 0.254 for 
a 0.01 significance level with a 2-star symbol (**). All 
attributes for the service importance level at Bukalapak 
are categorized as very valid data (**) because there is 
no calculated R value that is smaller than both of the two 
R table values. Therefore, the questionnaire can be used 
to measure the service performance of the company. 

Reliability and validity tests were also carried out for 
the level of customer satisfaction with Bukalapak's 
services which can be seen in Table 5. Satisfaction 
Score. The data obtained was then processed using 
Minitab software and resulted in an overall Cronbach's 
alpha value of 0.9536 in Table 6. Cronbach's alpha 
Satisfaction Score which was then compared with each 
of Cronbach's alpha attribute values to determine its 
reliability. Based on the tests carried out, all of 
Cronbach's alpha attribute data in Table 7. Omitted Item 
Statistics Satisfaction Score has a smaller value than the 
overall Cronbach's alpha value so that the results of the 
questionnaire can be categorized as reliable and 
accurate. 

Testing the validity of the attributes was also carried 
out by comparing the calculated R value with the R table 
value. All attributes on the satisfaction level of 
Bukalapak's services can be categorized as very valid 
data (**) because there is no calculated R value that is 
smaller than both of the two R tables. Therefore, the 
questionnaire can be used to measure the service 
performance of the company. 

The second step that must be taken is to determine 
the value of the Customer Satisfaction Index (CSI), 
which is a measure of customer satisfaction with the 
services provided by the Bukalapak. The calculation of 
the CSI value is carried out in several steps. First, 
identify the level of performance and the level of 
satisfaction of each attribute. The level of performance 
is obtained from the total value of satisfaction obtained 
by each attribute from the respondent, while the level of 
importance is obtained from the total value of 
importance obtained by each attribute from the 
respondent. 

Second, determine the Mean Importance Score 
(MIS) and Mean Satisfaction Score (MSS). MIS is 
obtained from the average value of the importance of 
each attribute while MSS is obtained from the average 
value of satisfaction for each attribute. After identifying 
the MIS and MSS values, the Weight Factor (WF) value 
for each attribute is calculated. WF is a percentage so 
the total WF must be 100%. WF is obtained by dividing 
the MIS value per attribute by the total MIS. 

Third, calculate the value of the Weight Score (WS) 
of each attribute obtained by multiplying the MSS value 
with the WF of each attribute. Then, add up all of the 
WS of each attribute so that the total value of WS is 
obtained. Fourth, after identifying the total value of WS, 
CSI can be calculated by dividing the total WS by the 
largest value of the Likert scale used in the 
questionnaire. The total WS score obtained is 4.24 and 
the largest Likert scale on the questionnaire is 5, so after 
dividing it the resulting CSI value is 85%. This shows 
that the customer satisfaction index based on the 
services provided by the company can be categorized as 
very good. 

The third step that must be done is to create an 
Importance Performance Analysis (IPA) graph by using 
the scatter plot feature. Scatter plot is a graph used to see 
the pattern of relationship between 2 variables. The 
scatter plot was created using Minitab software and can 
be seen in Figure 1. Importance Performance Analysis 
(IPA). 

The value of reference lines on the x-axis and y-axis 
of the scatter plot is obtained from the average value of 
the Mean Importance Score (MIS) and Mean 
Satisfaction Score (MSS). The horizontal line represents 
the importance value of 4.52 while the vertical line 
represents the satisfaction value of 4.22. The scatter plot 
is divided into 4 quadrants, namely quadrant I, quadrant 
II, quadrant III, and quadrant IV. 

Quadrant I or quadrant concentrate here contains 
factors that are considered important by consumers but 
have a low level of satisfaction with the company or 
service. Quadrant I consist of 4 points, which are related 
to the appearance of Bukalapak’s website or application 
(T1), data protection for customer or user (E1), customer 
service (E2), and the coherency of stock quantities and 
product descriptions (R2). The four points are included 
in quadrant I, therefore the company must immediately 
improve the performance of these services because these 
attributes have a high level of importance according to 
consumers. 

The four critical problems were resolved by asking 
for opinions from 5 experts using a questionnaire. The 
thing that can be done to solve the first problem related 
to a user-friendly website display is to use a navigation 
system that is easy to operate, written fonts that are easy 
to read, have fast loading times, have a responsive 
design, have a Call To Action (CTA) that is easy to use. 
clear, has short website links, easy to identify, easy to 
memorize, has a consistent appearance on browser, and 
mobile-friendly. 

The second problem related to user data security is 
solved by ensuring that the anti-virus, anti-spyware, 
anti-malware, and anti-ransomware on the website and
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application are kept up to date. Database security 
systems should also be checked and reviewed regularly, 
perform regular data backups, educate employees about 
data security to increase awareness, add extra security 
for critical data, restrict access and authorization, 
perform audits, and do monitoring of administrator 
activities. 

The resolution of the third problem related to 
Customer Service (CS) is carried out by increasing the 
number of CS at various different hours so they can 
serve more complaints, providing training to CS so they 
can handle customer or user complaints calmly and not 
getting carried away by emotions, provide training for 
CS to allow them to answer customer or user questions 
quickly and precisely according to the issues discussed, 
and group the CS for different specialties in handling 
complaints to ensure questions can be answered quickly 
and accurately. 

The resolution of the fourth problem related to the 
completeness of products sold at Bukalapak is carried 
out by conducting observations and market research to 
find out which products are popular and important in the 
marketplace, increasing product supply by pitching to 
big brands to improve product completeness, set a small 
amount of fee for sellers in the Bukalapak, improve 
Bukalapak branding to attract more sellers, and provide 
attractive incentives for sellers in Bukalapak who 
succeed in achieving certain targets. 

4.4 Result discussion 

The SERVQUAL method is used to measure the level 
of interest and user satisfaction with Bukalapak 
according to the 5 attribute dimensions listed in Table 1 
and filled in by 107 respondents. The data processing 
resulted in Cronbach's alpha value of an overall 
importance level of 0.9382 and a satisfaction level of 
0.9536. This value is greater than Cronbach's alpha for 
each attribute in Table 3. and Table 6. Therefore, the 
data can be categorized as reliable. Testing the validity 
of the attribute importance level and user satisfaction is 
done by comparing the calculated R value with the R 
table value. The value of R table with a df of 105 for a 
significance level of 0.05 is 0.1946, while for a 
significance level of 0.01 it is 0.254. All attributes for 
the level of importance and user satisfaction are 
categorized as very valid data (**) because there is no 
calculated R value that is smaller than the R table value 
with a significance level of 0.01. The valid and reliable 
data were then used to do the Customer Satisfaction 
Index (CSI) calculation in Table 8. which resulted in a 
score of 85%. This value indicates that the user 
satisfaction index based on the services provided by the 
company can be categorized as very good. The average 
value of importance and satisfaction is then used to 
create an Importance Performance Analysis (IPA) graph 
in Figure 1. Attributes that are in Quadrant I are critical 
problems that must be resolved immediately because 
they have a high level of importance, but with a low 
level of user’s satisfaction. There are 4 attributes in 
Quadrant I, namely the appearance of Bukalapak’s 
website or application (T1), data protection for customer 
or user (E1), customer service (E2), and the coherency 

of stock quantities and product descriptions (R2). 
Problem solving for the four attributes is done by 
distributing expert questionnaires. The answers to the 
questionnaire can be seen in Table 9. 

5 Conclusion 
The conclusions that can be drawn from the research’s 
results on the satisfaction level of Bukalapak’s 
application and website users using the Service Quality 
(SERVQUAL) and Importance Performance Analysis 
(IPA) methods can be seen below. 
1) Customer Satisfaction Index (CSI) is a measure of 

customer or user satisfaction with the services 
provided by the company. The CSI value of 
Bukalapak is 85% which can be categorized as very 
good. A CSI value of 85% indicates a high level of 
user satisfaction with services or attributes that are 
considered important. 

2) The Importance Performance Analysis (IPA) graph 
is divided into 4 quadrants. Quadrant I contains 
factors that have a high level of importance, but with 
low levels of user satisfaction. The problems in 
quadrant I must be resolved immediately because 
they are the most critical and have a major impact on 
the company. The problem lies in the website or 
application appearance (T1), data protection for 
customer or user (E1), customer service (E2), and 
the coherency of stock quantities and product 
descriptions (R2). 

3) Ways to improve the service quality of Bukalapak 
can be obtained by using questionnaires that are 
given to experts to be answered. The mitigation 
methods obtained are divided into 4 parts for each 
problem. First, regarding the website appearance, 
this is solved by using a navigation system, clear 
fonts, fast loading, responsive design, clear Call To 
Action (CTA), short website link that are easy to 
recognize, and has a consistent and mobile-friendly 
appearance. The second problem solving related to 
user data security is carried out by ensuring various 
software such as anti-virus on websites and 
applications are kept up to date, database security 
systems get checked regularly, perform backups, 
educate employees about data security, add extra 
security to important data, restrict access and 
authorization, as well as perform audits and 
monitoring of administrator activity. The third 
problem solving related to Customer Service (CS) is 
done by increasing the number of CS, provide 
training for CS, group CS in different 
specializations, prepare compensation, make a 
complete and clear recapitulation, and carry out 
regular follow-up. The resolution of the fourth 
problem related to the completeness of products sold 
at Bukalapak is carried out by conducting market 
research to find out which products are popular in 
marketplace, increase product’s supply by pitching 
big brands, set a small amount of fee for sellers, 
increase Bukalapak branding, and provide attractive 
incentives for sellers who successfully achieve 
certain targets. 
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