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Almtract

The wse of mformanion technology is developing very sapidiy; the mternet technobogy is one of them. One of the
wlilizmtion from saline media s the onléne sbopplisg service or i3 i beder knowry, online shop. Online shop hus
various forms, Trom oaling chop that alresdy has its own website, anfine shop through Facebook, online shop
throph group Blackberry messenper mnd osline shop basad on other medin. On the other hood, along the
prodiferation of online business shop there is varieus acts of fraud comimdeied by irmespansible peaple. This atudy
mims 1o resolve these existing problems by looking =t the effectivencss af the anline ahop on the level of
cistainer satfoction anid alio for the sellers who do shop online. This reseasch is using survey method ood the
samples ore career woman aged 25 1w 35 years obd 01 umiversity of Bina Darmm in Palembang City, South
Sumater, and Indopesa,
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INTRODUCTION

The use of lechnology is growing very mpidly, i indicaled by the use of Tnlemet technology
by the geneml public. Internet is already very fumilinr o use every day, the internet
curmmunity can find & vanely of idoomation about what il takes s anytime and aoywhere. OFf
developrent that the use of the internet is also used by some people or institutions to conduct
their business over the Intermet, One is the online business shop / better known online stores /
e-commerce. E-commerce |5 mostly done through blogs, websites, and socl media like
facehook, twiter, and blackberry mossage,

Some products are often found in online stores among other Bshion products, eletironie
goods, molor vehicles, fumiture, ele., process d-commerce transactions very casily lead 1o
business 15 very attructive to many people. This is becanse customers do not bother to come
to the store but only deal through existing social medin and just choose the item is approved,
then transfer the amount of money that hos been agreed upon, then the costomer just waiting
for things 1o come, from the seller of e-commerce through social media was chosen as the site
for free; betler customer service, building trust and loyvalty of consmmers, changing marketing
ciats o soein] meding socinl media optimization (self, optimize marketing socil networking
Lo the nexl stage.

1 adldition, fom ihe convenience offered by onling businesses are fraud that accompsrnies
the business carmed out by the individoels are nod résponsible. i has o huge unpact 1o
customers; |he impact of this troud will aftect the level of trust of other customers making i
difficult to build trust back sgainst this business to the community, but it 35 also the impact of
fraud 15 also very mftuential on the level of customer satisfaction with e-commerce, therefore
e -commerce in this case must have evidence that can be tusted by the public.
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MATERIALS AND METHOD
E-commerce

By Mariza Arfina and Robert Marpaung e-commerce of better known a5 e-comimerce cun be
defined as & way 1o shop or trade online or direct selling utilizing the Tnternet where there are
Facilitios. Wehsites that can provide "get and deliver™.

According to David Baum, "e-commerce is 4 dynamic sel of technologies, applications, and
business processes that link enterprise, consumers, and communities through electronic
trinsactions and the elsctronic cxchange of goods, services, and information”. E-Commetce
is a set of dynamic technologies, spplications, and business: processes that connect
husinesses, consumers, and certain commumities throtgh electronic tansactions and trade in
goods, services, and information that will be conducted electronically

According to Roger Clarke in "Electronic Commigree Definitions" states that e-commerce is
"The condict of commerce in goods and services, with the

nssistance of Telecommunications and Telecommunicaticne-hased wols "(e-commerce is the
procedure for trade in goods and services using telocommunications media and
telecommunications as a (0ol

Profits derived by using g-commerce trunsactions are as follows:
|. Incresse revenue by using anfine channels that cost less
2. Reduce costs associated with paper such as postage, mail, printing, reporting nnd so

o

3, Reduce delays by using electronic wansfers / payments an time undl can be directly
checked

4. Speed up service to customers and service more responsive

These advantages provide tremendous value to the level of Anancial stability and allow 1t o
compete heter in the business world, which is increasingly leading to the use of information
technology.

Social Media

Social media is 4 medium io socialize with each other and do online thal allow peaple 1o
intetaet without being limited by space and time, Social media resirictions deleting people to
socialize, space and time constraints, 2 possible human social media to communicate with
zach other wherever and whenever they are calm, no matter how far apart they are, and tidak
gnatier day or night. Socisl medin has o huge imprct on our lives todny, A person who came
from 2 "small® can instantly be great with social media. and wice verst the "great” in the
second could be a "small” with social media

Benifits of social media

Social media has multiple benelits among others: the medis marketing, uade, looking for
connections, extending friendships, etc.. But if we e exploited by social media either
directly or indirectly, there are also disadvantages thil will be like an addiction, it's hard to
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get along in the real world, autism, etc,. One of social medin's most popular wmong infemel
users are social networking sites like Fuccbook, twitter, myspace, plurk and Googlet, Social
network is now one of the sooial media development is very rapid, due 1o access ficehook or
twitter people no longer have o use a PC or laptop, simply by using a mobile phone 1o wecess
the social networking anywhere, anylime,

Customer Satisfaction

Thilip Kotler (2000) in Principles of Marketing Te say that customer satisfaction is the
outcome felt by buyers who experienced a company's performing in accordance with
expeclations, Customers are satisfied when their expectations are mel, and feel very happy
that their expectations are exceeded. Satisfied oustomers tend to remain loyal longer, buy
more, less sensitive (o price changes and the conversation profitable company,

Tool to trace | messure customer satisfaction ranged from the primitive to the sophisticated,
uging the method:
I, System of complaints and suggestions
The media nsed to be a suggestion box placed al siratepic places, Card Comments,
special toll-free phone line, website, etc.,
Customer satisfaction survey
Interviews with & survey, which will be seen and heard for myself how the responses
and feedback directly from the customers and also give a positive signal that the
company is paying attention to them,
3. Stealth shopper (Ghost Shopping)
A person who 15 given the tnsk manager itself down or act as potential customers and
report important findings both 10 its own employees as well as cusiomers.
4. Analysis of customer loss (Lost Customer Annlysis).
By calling back customers who switched to the company’s other products.

B

According to Parisuroman, Zeithanl and Berry quoted from the book Service, Quality, and
Satisfaction; 133 dimensions to assess customer satisfaction, namely;

I, Reliahility, related 1o the company's ability 1o provide sccurate services since the first
time withoul muking any errors and deliver services according the agreed time

2. Responsiveness, with regard 1o the willingness and ability of the employees o the
customers and respond to petrify their request, and will be informed at any time and
then deliver services rapidly.

3. Assurances (Insurance), the behavior of which can grow customer confidence in the
company, And the company can create o sense of sccurily for its customers:
Guarantes means: for employees o slways be polite and master the knowledge and
skills required o deal with nny gquestions or concetns customens:

4. Empathy, means that companics understond the problems of their customers and sct
on beholf of the customer, and provide persenalized attention 1o its customers and has
convenient ours of operation.

Tangibles (direct evidence), Regarding the appeal of physical facilities, equipment,
muterials used by the company and employee performance

h

Method
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Research design that will be used in this research is descriptive design is explorative m order
in describe the condition or status of the phenomenon. This research will explore how
customer satisfaction with online shopping media through social media at the University of
Bina Darma

The population in this study arc employees of the University of Bina Darma the respondents
were women between the ages of 25 to 35 vears as much as .. people. The sampling method
in this study is a non-probability methad with purposive mndom sampling. Purposive random
sampling method is used to define & sample of studies in which researchers determine the
respondent based on the assumption that the information can provide exset data, complete,
and securate. Random sampling techniques used in a way that all the samples set members
have equal opportunities and are not bound by anything 10 be included in the study sample. In
this siudy the samples used as 2% people,

The fnstruments used to collect data in this study using o questionnaire form Linkert scale,
where the varizbles 1o be mensured are comverted into an indicator variable that can be
mensured. In this resenrch instruments ull question items consisting of five altemative
anEwers as follows: E

a} A valueof | for the unsatisfactory level
b1 A value of 2 for the rale of unsatisfactory
¢} A value of 3 for a satisfactory level

d) A value of 4 for a satisfactory level

e} A value of 5 for a very satisfactory

RESULT AND DISCUSSION

Characleristics of the respondents

From the research results obtained by 29 respondents which consists of 12 employees and 17
lecturers who average 25-35 years old. Last Education respondents consisted of 2
respondents latest education Diploma, 10 respondents Strata one, and 17 post-graduate.
Customer Satisfaction Dimension

From the results of the questionnaire respondents oblained an average value based on the
dimensions of customer satisfaction, which is an average for reliability in the service
{reliability) has a value of 3.6, Responsivencss and care (responsiveness) of 3.71. Certainty
{ Assurance) at 3:46. Understand customer needs- (empathy) of 4.1 and physical condition
{tangibles) of 3.72. The table below indicate it's value:

Table 1. Averape value based on the dimensions of consumer satisfaciion ratings

Dimension
- sr=ies
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Yield avernge values over dimensions: of conswmer satisfaction can be clearly seen by
looking ol the companson chart below

lllll

Relabllity Responsiveness  Assurance
Figure 1. Llrupchm average value based oo the dimensions of consumer satisfaction ratings

Social media interest

Types of soctal medin, the most in request by the customer based on the results of
questionnuires that were some 29 people chose facehook, twitter () Blackberry messenger 17
people and a5 many 18 5 people from google. To more clearly seen inthe graph below.

l B facebook
o bwitler
8 bilwm |
u googie
& lainnya .

Frzure 2. proph secinl media that has'been chirsen

Products of interest
Buased on the resulis of the questionmure respondents (o the most popular product s o kind of
fashion products selected by 29 respondents,

Frequency of social medin users in 1 week
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The average frequency of social media users in | week is 1 1o 3 fimes

Amount of transaction costs in 1 week
Large transactions issucd by the respondent within 1 week based on questionnaire is started
from less than Rp 500,000, - to Rp 1,000,000, -

CONCLUSION

Based on lhe research it can be concluded that the level of consumer confidence in e-
commerce through social medin is quite high despite the fraud that sccompanied the
development of e-commerce today.

Users or cusiomers has been very clever in choosing which type of social media that is safe
and reliable. For users which still new to e-commerce through social media, here are some
tips in choosing a safe social media to transact securcly.

The things 1o keep in mind are;
|. Buy products in place reliable. Because many online stores that commit fraud
2. Check testimonials and revicws buyer in the fields. [f the good eeview and testimony
continue the transaction. If not do not make a purchase
3. Use the joint sceount, Be careful about credit cards, what more is pew or slore we Just
bought the place. y
4. Check how to pay. Note the name, sccount mumber, and the bank, in case of Bank is

trustwarthy or not
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