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ABSTRAK

Shopeefood sebagai layanan baru memberikan berbagai manfaat namun
kelemahannya ialah kesalahpahaman yang ditimbulkan dari komunikasi online
atau tidak terhubung secara langsung saat memesan makanan. Sehingga memicu
adanya konflik sepihak yang cenderung merugikan pihak driver Shopeefood baik
berupa penilaian buruk atau bonus insentif yang tidak sesuai. Maka dari itu, driver
Shopeefood sebagai pihak representatif agaknya harus mengambil perhatian
pengguna kembali yaitu interaksi- komunikasi secara interpersonal bertujuan
memenuhi kepuasan dan loyalitas pengguna.

Penelitian Ini menggunakan jenis penelitian kualitatif bersifat deskriptif
untuk mengungkapkan pola komunikasi interpersonal yang terjadi antara driver
Shopeefood dengan pengguna Shopeefood di Yogyakarta dengan wawancara
mendalam terhadap subjek penelitian telah ditentukan melalui snowball sampling.

Hasil penelitian ini menunjukkan bahwa.interaksi komunikasi interpersonal
dilakukan secara runtut berdasarkan tahapan dimulai dari kontak (contact),
keterlibatan (involvement), dan keakraban (intimacy). Interaksi tersebut telah
menciptakan efektifitas komunikasi interpersonal yang terdiri dari keterbukaan,
empati, dukungan, dan rasa positif sehingga menimbulkan efek yang dialami
diantara keduanya. Hal ini sebab terdapat ketersinambungan antar komponen
komunikasi interpersonal yang menekankan pada hasil timbal balik dan efek yang
dialami driver Shopeefood dengan pengguna. Sedangkan efek komunikasi
interpersonal 1alah perasaan yang timbul dari mayoritas pengguan telah merasa
puas dengan Kinerja pelayanan driver Shopeefood mempertimbangkan keramahan,
kesesuaian, kehandalan, kesopanan, dan efisiensi waktu. Apabila pengguna
Shopeefood terlihat tidak puas dengan pelayanan driver, maka driver mengatur
strategi komunikasi melalui upaya memaksimalkan interaksi seperti efisiensi
waktu, kesungguhan melakukan Kkinerjanya, serta menyeimbangkan kembali
harapan dan keinginan sesuai sedia kala.

Kata Kunci: Komunikasi Interpersonal, Driver Shopeefood, Kepuasan
Pengguna
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ABSTRACT

Shopeefood as a new service provides various benefits, but the weakness is
the misunderstanding caused by online communication or not being connected
directly when ordering food. So that it triggers a unilateral conflict that tends to
harm the Shopeefood drivers, either in the form of bad ratings or inappropriate
incentive bonuses. Therefore, the Shopeefood driver as a representative seems to
have to take the user's attention back, namely interpersonal communication
interactions aimed at the user's satisfaction and loyalty.

This study uses-a descriptive qualitative research type to reveal the pattern
of interpersonal communication that occurs between Shopeefood drivers and
Shopeefood users in Yogyakarta. The research was carried out by means of in-
depth interviews with the research subjects which had been determined through
snowball sampling.

The results of this study indicate that Interpersonal communication
interactions are carried out in a coherent manner based on the stages starting
from contact, involvement, and intimacy. This interaction has created the
effectiveness of interpersonal communication which consists of openness,
empathy, supportiveness, and positiveness so that the effects are experienced
between the two. This is because there is continuity between the components of
interpersonal communication which emphasizes the reciprocal results and effects
experienced by Shopeefood drivers and users. While the effect of interpersonal
communication is the feeling that arises from the majority of users being satisfied
with the service performance of Shopeefood drivers considering friendliness,
suitability, reliability, courtesy, and time efficiency. If Shopeefood users seem
dissatisfied with the driver's service, the driver arranges a communication
strategy through efforts to maximize interactions such as time efficiency, sincerity
in'carrying out their performance, and rebalancing expectations and desires as
usual.

Keywords: Interpersonal Communication, Shopeefood Driver, Customer
Satisfaction
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