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Abstract 

This research was conducted to determine the effect of e-service quality: process quality, 

outcome quality, and service recovery on e-satisfaction among users of the Steam application. 

Respondents of this study were Steam application users who had made transactions on the 

Steam application and were located in the city of Yogyakarta. Sampling used a purposive 

sampling technique with 220 participants and descriptive analysis. Data collection was done 

by distributing questionnaires via Google form and the data analysis method used regression 

analysis. The results of this study show that e-satisfaction is most greatly influenced by outcome 

quality, followed by service recovery, and process quality does not have an influence on e-

satisfaction.  

Keywords: e-service quality, e-satisfaction, process quality, outcome quality, service recovery 
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Abstrak 

 Penelitian ini dilakukan untuk mengetahui pengaruh e-service quality: process quality, 

outcome quality, dan service recovery terhadap e-satisfaction pada pengguna aplikasi Steam. 

Responden penelitian ini adalah pengguna aplikasi Steam yang pernah melakukan transaksi di 

aplikasi Steam dan berada di Kota Yogyakarta. Pengambilan Sampel menggunakan teknik 

purposive sampling dengan partisipan berjumlah 220 orang dan menggunakan analisis 

deskriptif. Pengumpulan data dilakukan dengan cara membagikan kuesioner melalui google 

form dan metode analisis data menggunakan analisis regresi. Hasil dari penelitian ini 

menunjukan bahwa e-satisfaction paling besar dipengaruhi oleh outcome quality diikuti oleh 

service recovery dan process quality tidak memiliki pengaruh terhadap e-satisfaction. 

Kata kunci: e-service quality, e-satisfaction, process quality, outcome quality, service 

recovery

 

  


