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Abstract - The purpose of this research is to compare customer experiences in e-commerce. 

Electronic commerce is a global phenomenon that has changed the way businesses interact with 

consumers. It involves buying, selling and exchanging goods and services through online platforms. 

E-commerce has grown rapidly along with advances in information technology in business strategies. 
However, the challenges faced in e-commerce include the security of online transactions, intense 

competition, and the need to build customer trust. Examples of e-commerce are SHOPEE, LAZADA, 

TOKOPEDIA and others. It's just that in this research the researcher will compare the 3 studies in 

terms of customer experience. SHOPEE, LAZADA AND TOKOPEDIA are three e-commerce 
platforms operating in Southeast Asia, including Indonesia. By using quantitative methods 
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1. INTRODUCTION 

E-commerce means electronic business. This means that 

all transactions are carried out electronically. E-commerce 

can also be done using television or telephone. However, 

electronic commerce was enhanced with the Internet. An 

example of the rapid development of e-commerce in 

Indonesia is the establishment of online shopping stores 

such as Shoope and Tokopedia. 

According to Laudon & Laudon, e-commerce refers to 

the execution of business operations over the internet. More 

simply, e-commerce encompasses different types of 

business conducted online over the Internet, accessible 

through computers, laptops, and even smart phones. E- 

commerce provides a wide array of services, including the 

purchase of transportation tickets, payment of utility bills 

such as electricity and water, as well as participating in 

banking and investment activities. 

E-commerce operates in a variety of models, including 

business-to-business (B2B), business-to- consumer (B2C), 

consumer-to-business (C2B), and consumer-to-consumer 

(C2C). Understanding the concept and various forms of e-

commerce may arouse curiosity about its rapid emergence 

and development in Indonesia. Internet service providers 

(ISPs) first appeared in Indonesia in 1994, as revealed by 

Daniel, founder of the Indonesian E- Commerce 

Association. 

In addition, designing a business strategy involves a 

series of deliberate actions to achieve the goals and 

objectives of the company. In formulating the strategy, the 

company must form mature policies and guidelines. This 

step is very important because it empowers companies to 

gain a competitive advantage in the business world. 

E-commerce has many problems that can arise, 

including fierce competition, data security, logistics, 

refunds, product quality. In preventing this problem there is 

a solution that will be useful for e- commerce marketing 

including the use of SSL certificates, effective and excellent 

services, having control policies in funds that are easy to 

return, improving product quality so that there is attraction 

to consumers, looking for a qualified IT team against data 

corruption. 

 

2. LITERATURE REVIEW 

Research Hypothesis 1: User Satisfaction Comparison. 

Main Hypothesis: Shopee application users are more 

satisfied than Tokopedia application users. 

Alternative Hypotheses:  

1. H0 (Zero Hypothesis): There is no significant 

difference in the level of satisfaction between Shopee 

application users and Tokopedia application users. 

2. H1 (Alternative Hypothesis): There is a significant 

difference in the level of satisfaction between Shopee 

application users and Tokopedia application users. 

 

Research Hypothesis 2: The Effect of Discounts and 

Promotions on Purchasing Decisions 

Main Hypothesis: Discounts and promotions are more 

influential on purchasing decisions on Shopee than 

Tokopedia. 

https://publikasi.mercubuana.ac.id/index.php/collabits
mailto:riskimuarif05@gmail.com


Collabits Journal, Vol 1 No. 2 | May 2024 
https://publikasi.mercubuana.ac.id/index.php/collabits 

 

DOI: 10.22441/collabits.v1i2.27242 84 
 

 

 

3. METHODOLOGY 

In this study using research methods in the form of 

quantitative methods. Quantitative methods are analytical 

methods that use many numbers. From the process of data 

collection and its interpretation. At the same time, the 

investigative process involves a thorough and thorough 

examination of all facts. 

Written in the book Physical Education Quantitative 

Research Methodology (2018) by Untung Nugroho, 

quantitative research is a type of research that is systematic, 

planned, and structured. Many people say that the number 

system is a traditional system. Because numerical methods 

have been used for a long time and have become traditional 

in research. 

 

Population and Research Sample 

The population and sample of the study are examples to 

ensure the validity and relevance of the findings. This 

population will later become the focus of a study. The 

population is a comparison of consumer experience against 

e-commerce business strategies: case studies of shopee, 

lazada, and tokopedia. While some of the meanings of 

subjects in the population to be studied, of course, have 

been able to represent the population. Then the sample is 

Mercu Buana University students as e-commerce 

consumers. Then if you want to find a sample, you can use 

the slovin formula. The Slovin formula is used if the 

population you are studying is less than 1000 people. 

Figure 1.3 Slovin formula 

 

 

n = sample 

N = population 

e = error rate, for quantitative research using the 10% rate 

 

4. RESULTS AND DISCUSSION 

E-commerce stands for electronic business or 

businesses that use electronic media, namely online 

businesses and services. Ecommerce marketing practices 

refer to ecommerce marketing strategies aimed at driving 

sustained traffic to an online business to generate sales. 

Fruhling and Digman (2000) state that e-commerce 

involves using the Internet as a distribution channel to 

market and sell products and services to consumers. 

Electronic commerce or E- commerce is the 

distribution, buying, selling, selling of goods and services 

over the Internet. E-commerce is also a part of e-commerce, 

which is not only business- broad, but also includes 

cooperation with business partners, customer service, job 

openings, and others. In addition to technology, e-

commerce also requires data storage technology, electronic 

information (email), and other types of non-computer 

technology. Some examples of e- commerce applications in 

Indonesia. 

Almost all products, including services, are available on 

the Internet: food, music, books, household products, airline 

tickets, investments can be purchased through e-commerce. 

This is why the advancement of e-commerce technology is 

considered an economic breakthrough. The way e-

commerce itself is very different, ranging from television, 

telephone, and the internet. 

 

HISTORY OF SHOPEE AND TOKOPEDIA 

Shopee is website e-commerce head quartered in 

Singapore owned by Sea Limited (formerly known as 

Garena), which was founded in 2009 by Forrest Li. Shopee 

first launched in Singapore in 2015, and has since expanded 

its reach to Malaysia, Thailand, Taiwan, Indonesian, 

Vietnamese and Philippines. Starting in 2019, Shopee has 

also been active in the country Brazil, making it the first 

country in South America and outside Asia that Shopee 

visits. Shopee itself is led by Chris Feng, a former Rocket 

Internet employee who once led Zalora and Lazada. In 

2015, Shopee was first launched in Singapore. Shopee first 

launched as a consumer to consumer (C2C) marketplace. 

But now they have switched to a hybrid C2C and business 

to consumer (B2C) model since launching Shopee Mall, 

which is an online store platform for well-known brands. 

In 2017, the platform recorded 80 million app 

downloads with over four million sellers and over 180 

million active products. In the fourth quarter of 2017, 

Shopee reported a gross trade value (GMV) of US$1.6 

billion, up 206 percent from a year earlier. Shopee had a 

total GMV value in 2018 of US$2.7 billion, up 153 percent 

from 2017. 

In Malaysia, Shopee became the 3rd most visited e- 

commerce portal in Q4 2017, replacing Lelong and 

surpassing Lazada's ranking as the best app on Google Play 

and iOS App stores. 

Similarly among consumers in Indonesia, a survey 

conducted in December 2017 by TheAsianParent revealed 

 
COMPARISON 

SHOPEE TOKOPEDIA 

Quality of Service (Good) 

Price (Good) 

User Satisfaction (Very 

Satisfied) 

Ease of finding 

products (Easy) 

Feature-wise 

(excellent) 

Quality of 

Service(Neutral) 

Price (Good) 

User Satisfaction 

(Neutral) 

Ease of finding 

products (Easy) 

Feature-wise 

(Good) 
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that Shopee is the first choice shopping platform for 

mothers in Indonesia (73%), followed by Tokopedia (54%), 

Lazada (51%), and Instagram (50%). 

In April 2020, Shopee Indonesia began promoting 

ready-to-eat food sales on the Shopee platform to become 

the third player to compete with Gofood and GrabFood. The 

program, named ShopeeFOOD, has recruited more than 

500 food sellers in the Jakarta area. 

PT Tokopedia is an Indonesian technology company 

with a mission to equalize the digital economy in Indonesia. 

The company's vision is to create an ecosystem where 

anyone can start and discover anything. Until now, 

Tokopedia is one of the most visited marketplaces by 

Indonesians. 

Tokopedia also supports Micro, Small and Medium 

Enterprises (MSMEs) and individuals to develop their 

businesses by marketing products online with the 

Government and other parties. One of the collaboration 

programs initiated by Tokopedia is the annual 

MAKERFEST event held since March 2018. On May 17, 

2021, Tokopedia and Gojek Officially announced the 

merger and formed GoTo Group. Name Goto itself comes 

from the abbreviations Gojek and Tokopedia and also 

comes from the word gotong-royong with a mission to 

encourage change. In 2023, Tokopedia has empowered 

more than 14 million registered sellers, offers more than 40 

digital products that can make life easier, and has more than 

1.8 billion products listed. 

 

ADVANTAGES AND DISADVANTAGES OF 

SHOPEE AND TOKOPEDIA 

Who doesn't know shopee? The largest marketplace site 

in Indonesia is the most popular site and commonly used for 

shopping in Indonesia. As a new businessman, it would be 

nice for us to analyze first, what are the advantages and 

disadvantages of shopee to sell. 

Advantages of Selling on Shopee 

What are the advantages of selling on Shopee? Check 

directly below : 

a. Lots of Traffic 

Remember the first time I did business in this 

marketplace. Only one month after I was in this 

marketplace, the traffic was almost the same as 

visitors on my website. A count that I think is fantastic 

for a store that has just been created. With a lot of 

traffic, indirectly you will definitely get a large 

number of orders. 

b. User-friendly System 

Using this marketplace is very easy. Even if 

ordinary people who are new to e-commerce, using 

this application to trade online is very easy to use both 

from the android application and the website version. 

In addition, opening a store through this application is 

very easy. You don't need to prepare business 

documents or letters to sell through the Shopee 

application, just click start selling then your store can 

be done. 

c. Existence of Award Features for Sellers 

Sellers on Shopee have many criteria and ranks. 

An example is a seller with a star label, of course, this 

is very beneficial for the seller, because if we get the 

label tag, of course, the impact is also a plus in the eyes 

of consumers. 

d. Can Make Complaints Via Live Chat 

Shopee really appreciates sellers who join it. If we 

have questions that need to be asked or there are 

problems, then Shopee CS will serve us 24 hours. 

 

Disadvantages of Selling on Shopee 

In addition to advantages, selling on Shopee also has 

disadvantages. Among them are: 

a. Highly Uncontrolled Prices 

For sellers who want to trade here, but the goods 

we have come from the supplier, they will 

immediately scream to see the price competition 

offered. In fact, many large factories have opened 

businesses and sell directly in this marketplace. So it 

is not surprising, small traders have to give in. 

b. Old Accounts Tend to Be the Winners of the 

Competition 

As we mentioned above, there is an appreciation 

that provides star tag features or others besides that it 

is an advantage also indirectly a disadvantage. This is 

because it will be very unprofitable for sellers who 

have just joined, because it takes extra hard work to 

compete with competitors who have joined earlier. 

c. Image Uploads That Sometimes Fail 

This is often the case lately, because Shopee may 

need a fast network, this problem may often occur. Not 

only images, sometimes notifications and chats also 

sometimes have a delay when we open them. 

d. Expensive Discounts (Admin Fees) 

Compared to other marketplaces, the discount for 

selling on Shopee according to the personal admin is 

very large. Maybe because this marketplace is number 

one in our country, so the costs we bear are also 

proportional to the traffic or visitors we get. 

Si ijo is famous for its electronics, Tokopedia. 

Who doesn't know Tokopedia? This application is the 

number two marketplace used in Indonesia. Okay, let's 

just discuss the advantages and disadvantages of this 

one application. 

 

Advantages of Tokopedia for Selling 

Here are the advantages of Tokopedia for selling, check 

below: 

a. Very Easy to Use Application 

If we compare with the two applications that have 

been and will be reviewed next, Tokopedia in my 

opinion is number one in terms of ease of use. Even 

this application has a feature to copy existing products 

aka duplicate them. This will certainly make it very 

easy for us in terms of maintenance of our store. 

b. Many Sultan Users 

Immediately without further ado, according to the 

personal admin many users or users of this application 

have financial that is more or less relatively more 

money than the two applications above and below. 

This can be concluded because indeed Tokopedia 

payment methods are very very many and also 

Tokopedia is famous for its electronic image. 

c. Relatively Less Deduction (Admin Fee)  



Collabits Journal, Vol 1 No. 2 | May 2024 
https://publikasi.mercubuana.ac.id/index.php/collabits 

 

DOI: 10.22441/collabits.v1i2.27242 86 
 

As a seller, of course, getting the maximum profit 

is the purpose of selling. This is what I think is a plus 

point of this application, namely the discount or admin 

fee charged to the sellers is not too big. 

 

Disadvantages of Tokopedia to Sell 

In addition to having advantages, Tokopedia also has 

disadvantages including: 

a. Products That Have A Lot Of Traffic Are Certain 

Products 

Not all products that we sell have a lot of traffic, 

even though this application is number two that is 

widely used in Indonesia. For that, try to find out more 

deeply whether the products we sell have many 

enthusiasts in this application. The trick is to see the 

sales of competitors whether there is a lot of demand 

or not. 

 

User satisfaction; 

 

Figure 1.4.3 E-Commerce selection results Case Study: 

Shopee and Tokopedia 

 

From the survey results above, many people are more 

satisfied using the shopee application with gains at 53.3% 

very satisfied compared to tokopedia with results of 20% 

very satisfied. So it can be concluded that Mercu Buana 

University students are more satisfied using the shopee 

application. 

 

Figure 1.4.4 E-Commerce selection results Case Study: 

Shopee and Tokopedia 

 

From the survey results above, many people prefer to 

use shopee with 80% results compared to tokopedia which 

has 20% results, and from the survey results why many 

people choose shopee as the application they use, they like 

some of its features such as item search features, product 

reviews and also payment methods. 

Characteristics of Respondents 

Some of the characteristics of respondents who use e-

commerce marketplace at Mercu Buana University based 

on their age are as follows. 

Table 1.4.4 Characteristics of e-commerce marketplace 

users 

 

5. CONCLUSION 

This study aims to compare consumer experience 

against business strategies on e-commerce platforms 

Shopee and Tokopedia. Based on the results of the study, 

some of the main findings can be concluded as follows: 

User Satisfaction: Shopee shows a higher level of user 

satisfaction than Tokopedia. The majority of respondents 

(53.3%) are very satisfied with the shopping experience at 

Shopee, while only 20% of respondents are very satisfied 

with Tokopedia. 

Effect of Discounts and Promotions: Discounts and 

promotions are more influential on purchasing decisions at 

Shopee compared to Tokopedia. This shows that Shopee's 

promotional strategy is more effective in attracting and 

retaining consumers. 

Effectiveness of User Interface (UI) and User 

Experience (UX): Tokopedia is considered to have a better 

UI and UX in facilitating users compared to Shopee. 

Despite this, users still prefer Shopee due to other factors 

such as more attractive promotions and discounts. 
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