DAFTAR ISl

LEMBAR PERSETUJIUAN . ... .ot i
LEMBAR PERNYATAAN PLAGIARISME ... i
ABSTRAK e iv
ABSTRACT ...ttt b e b et bt e s h et b e et n e nne e e nnas v
LEMBAR PERSETUJUAN PUBLIKASI.........ooieee e Vi
LEMBAR PENGESAHAN ... vii
KATA PENGANTAR ..ttt niee s viii
DAFTAR IS] ..ttt nb et b et e be e b e e sbe e e nbeennneenee X
DAFTAR TABEL ...ttt snne e Xiv
DAFTAR GAMBAR ...ttt sbee s XVi
DAFTAR LAMPIRAN ... .ottt XVil
BAB | PENDAHULUAN ...ttt nn e 1
1.1 Latar Belakang Penelitian.........ccocvvreriniiiieiescncseeeee s 1

1.2 Pertanyaan Penelitian ............ccoooeiiiiiciiicce e 10

1.3 TUjuan PenEIItian .........ccceouiiieiieie ettt 11

1.4 Manfaat Penelitian ..o 12

1.4.1 Manfaat TEONILIS ....ccvieiiiiiiciee e 12

1.4.2 Manfaat PraktiS.........ccoooiiiiiiiiiiiii e 12

BAB 1 KAJIAN PUSTAKA L.ttt 14
2.1 Teori PendUKUNG.......ccveiiieiee ettt 14

2.1.1 Stakeholder TheOIY .......cooiiiiiiieeec e 14



2.1.2  Pengendalian INnternal ...........cccooeiiiiiiiininicce e 18

2.1.3 Total Quality Management...........ccoovvienieneiinieerie e 27
2.1.4 Kinerja Sumber Daya ManusSia...........ccccooourerieienenencneseneeens 32
2.1.5 Citra Perusahnaan ...........ccoceiiiieieenie e 37
2.1.6 Kualitas Pelayanan ..........c.ccccoviveiieiiiiieseece e 39
2.1.7 Transformasi kualitas pelayanan di era pandemi ..........c............. 41

2.2 Hasil Penelitian Terdahulu dan Gap Penelitian...............cccooveieieinenns 43
2.3 Pengembangan Hipotesis dan Kerangka Konseptual ..............cccccceveneae 71
2.3.1 Pengembangan HipotesSIS..........cccuoveriiiieiieieiie e 71
2.3.2 Kerangka Konseptual ...........ccccoeiveiieiieeiieeie e 77
BAB 1l METODE PENELITIAN......coiiiiii ettt 78
3.1 Waktu dan Tempat Penelitian............cccooeieiiiininiiniiiicicec e 78
3.2 Desain dan Jenis Penelitian .............ccooeiiiiiiniiiiieee s 78
3.3 Populasi dan SAMPEL..........cooiiiiiiiii 79
3.4 Pengembangan INSTrUMEN..........ooiiiiiiiiieese s 81
3.4.1 Variabel Dependen .........cccooeiiiiiinenisesieeeee e 81
3.4.2 Variabel Independent..........ccooeieiiiiiiiiiieeeee s 82

3.5 Teknik Pengumpulan Data .............cccevveiiiieiicieiee e 87
3.6 Teknik ANaliSiS Data .........cccoiiriiiiiiieieieies s 88
3.6.1 Pengujian KualitasS Data .........ccccovvevieiiiiiiieiie e 88
3.6.2 Analisis Data DesKriptif ...........cccoeiiiiiiiiiiiiic e 90
3.6.3  Uji ASUMSI KIASIK ......ccovviiiiiiieiie e 90
3.6.4 Anslisis Regresi Linear Berganda ...........cccoceeveeiiieevie e, 93

Xi



3.6.5 Uji Kelayakan Model..........ccooeiiiiiiiiiiiicciceec e 93

3.6.6  Pengujian HIPOLESIS .......ccveieieieiiesieric e 95
BAB IV HASIL PENELITIAN DAN PEMBAHASAN ..o 96
4.1 Uji KUGIIEAS DAta ......cvevieiiiiiiiieicsieie e 96
4.1.1  UjJi Validitas........coeoeeiiiieiieic e 96
4.1.2 Uji Reliabilitas.......ccoeiieiiiiiiiicic e 100

4.2 DeSKIIPSE DALA ....c.vecvveveciecieeiie ettt 101
4.2.1 Deskripsi ReSPONAEN .....cc.ccveivieiiiiiiieie e 101
4.2.2  Analisis Statistik Deskriptif.........ccccooeiiiiiiiiiicece e, 108

4.3 Uji ASUMSIH KIASIK ....ocvvevieiiieiiicie et 119
4.3.1  UjJi NOrMAIITAS ..ot 119
4.3.2  Uji MUItIKOINIEITAS ... 121
4.3.3  Uji HeteroskedastiSitas ..........ccourirerineiinicieee e 122

4.4 Analisis Regresi Linear Berganda ..........ccccooeeeiininieieienene s 124
4.5 Uji Kelayakan Model...........cooiiiiiiiiiiiieeeee e 125
451 Uji Statistik F (UJi F) oo 125
4.5.2 Uji Koefisien Determinasi (R?) .......ccoovvvvininieieneie e 126

4.6 UJi HIPOTESIS ....veiviiiiieiiecic ittt st 127
4.6.1  Uji Statistik t (UJi £) eoeeeieeeieeiiieseeeseee e 127

4.7 PEMDENASAN ..o 130

4.7.1 Pengaruh Pengendalian Internal Terhadap Kualitas Pelayanan 130

4.7.2 Pengaruh Total Quality Management Terhadap Kualitas
PeIAYANAN ......ccuiiiiiiieee s 133

xii



4.7.3 Pengaruh Kinerja Partner Terhadap Kualitas Pelayanan........... 135

4.7.4 Pengaruh Cira Perusahaan Terhadap Kualitas Pelayanan. ........ 137

BAB V PENUTUP ...t 139
5.1 KeSIMPUIAN .....coiiiiiiiiiii e 139

ST 110101 12 ) [ USSR 139

5.3 Keterbatasan Penelitian ...........ccccoiiiiiiiiiiiciccce e 140

5.4 Rekomendasi Bagi Peneliti Selanjutnya.............cccccveveiieieiieciciecnn, 141
DAFTAR PUSTAKA ettt 142
LAMPIRAN ...ttt b e b e e e e e ne e 147
DAFTAR RIWAYAT HIDUP ..o 245

Xiii



DAFTAR TABEL

Tabel 11.1 Hasil Penelitian Terdahulu ... 47
Tabel 111.1 Operasional Variabel Penelitian............c.ccccooeviiieiieiicie v 86
Tabel 111.2 Skala Pengukuran Tabel..........ccccvoiiiiiiiiececce e 87
Tabel 1V.1 Hasil Uji Validitas Pengendalian Internal (X1)........ccccocovvviiiiiiiciiieieennne 97
Tabel 1V.2 Hasil Uji Validitas Total Quality Management (X2).........cccccceveeiveieennne 98
Tabel 1.3 Hasil Uji Validitas Kinerja Partner..........cccoccooveieiveeiieeie i 98
Tabel 1V.4 Hasil Uji Validitas Citra Perusahaan (X4).........ccccoveiieeieiiieiiveiesieseennens 99
Tabel 1V.5 Hasil Uji Validitas Kualitas Pelayanan (Y) ......ccccoovveiieieiiececcc e, 100
Tabel 1V.6Hasil Uji Reliabilitas Seluruh Variabel ..............ccccoooooeiiiiiiciiee 101
Tabel 1V.7 Karakteristik Responden Berdasarkan Demografi .............c.ccccoeevennnnen. 102
Tabel 1.8 Hasil Analisis Statistik Deskriptif Pengendalian Internal (X1).............. 109
Tabel 1.9 Hasil Distribusi Frekuensi Pengendalian Internal (X1)........ccccccoveneee. 110

Tabel 1V.10 Hasil Analisis Statistik Deskriptif Total Quality Management (X2)....111

Tabel 1V.11 Hasil Distribusi Frekuensi Total Quality Management (X2)................ 112
Tabel 1V.12 Hasil Analisis Statistik Deskriptif Kinerja Partner (X3) .......cccccovenene 113
Tabel 1V.13 Hasil Distribusi Frekuensi Kinerja Partner (X3) ......cccccoevvvivveiiieiinnns 114
Tabel 1V.14 Hasil Analisis Statistik Deskriptif Citra Perusahaan (X4)..........ccc.cu.... 115
Tabel IV.15 Hasil Distribusi Frekuensi Citra Perusahaan (X4)........cccoeevvvveiieeinnens 116

Xiv



Tabel 1V.16 Hasil Analisis Statistik Deskriptif Kualitas Pelayanan (Y) .................. 117

Tabel 1VV.17 Hasil Distribusi Frekuensi Kualitas Pelayanan (Y) .......ccccoocevvvnivinenne. 118
Tabel 1V.18 Uji NOrmalitaS Data.........c.cocviuriieiiiiiinniieie e 119
Tabel 1V.19 Hasil Uji MUItIKOHNIEITaS.........ccveiiiieiiiiisie e 122
Tabel 1VV.20 Hasil Uji HeteroskedastiSitas..........ccoovvvereiinneniiiie s 123
Tabel 1V.21 Hasil Analisis Regresi berganda............c.ccocveriiieniieieneneneseseseeas 124
Tabel 1V.22 Hasil Uji Statistik F (UJi F)..coooviiiiiiec e 126
Tabel 1V.23 Hasil Uji Koefisien Determinasi (R?) ..........coovviviieieiineieniicseseens 127
Tabel V.24 Hasil Uji StatiStiK T .......oooiiiiiiic e 128

XV



DAFTAR GAMBAR

Gambar 1.1 COSO FrameWOIK .........cc.oiuiiuiriiiiiiiiiiieie et 21
Gambar 11.2 Kerangka KONSEPLUAL ..ot 77
Gambar V.1 Diagram Profil Responden Berdasarkan Jenis Kelamin..................... 103
Gambar V.2 Diagram Profil Responden Berdasarkan Usia ...........cccoeiiiininnnnnne 103
Gambar 1V.3 Diagram Profil Responden Berdasarkan Status Pekerjaan ................. 104

Gambar V.4 Diagram Profil Responden Berdasarkan Aplikasi Yang digunakan... 106
Gambar V.5 Grafik Profil Responden Berdasarkan Lama Penggunaan Aplikasi ... 107

Gambar 1V.6 Grafik Profil Responden Berdasarkan Kota Pengguna Aplikasi ........ 108

Gambar V.7 Grafik Histogram Pengendalian Internal ............ccccooeiiiiiiiiininnns 110
Gambar V.8 Grafik Histogram Total Quality Management (X2) .........ccccoccvvnnnnne 112
Gambar 1V.9 Grafik Histogram Kinerja Partner (X3) ........ccoovvevniiiineneieieseeins 114
Gambar V.10 Grafik Histogram Citra Perusahaan (X4) ......cccccooevvreienienenenennnns 116
Gambar V.11 Grafik Histogram Kualitas Pelayanan (Y) ......c.ccoocevvieiiniiicnnnnnns 118
Gambar V.12 Histogram Uji Normalitas...........ccooceieiiiiiiiiiinciiece s 120
Gambar V.13 Grafik Normal Probability PIOt.........cccccoooiiiiiiiiiic e 121

XVi



DAFTAR LAMPIRAN

Lampiran 1 Tabel Indikator Variabel..............cccooveiiiiii i 147
Lampiran 2 Lembar Angket Penelitian.............ccooevieiiiie i 165
Lampiran 3 Lembar Kuisioner Penelitian ............c.cccooveveeieiiieie e 166
Lampiran 4 Lembar Pernyataan Variabel Kualitas Pelayanan ................ccccccoeveenee. 167
Lampiran 5 Lembar Pernyataan Variabel Pengendalain Internal ..................c.......... 1AL
Lampiran 6 Lembar Pernyataan Variabel Total Quality Management..................... 176
Lampiran 7 Lembar Pernyataan Variabel Kinerja Partner..........cccccooevvveveiieiieennenn, 180
Lampiran 8 Lembar Pernyataan Variabel Citra Perusahaan..............ccccccccoovevveennenn. 184

Lampiran 9 Lembar Pernyataan Pengendalian Internal Setelah Uji Kualitas Data .. 188

Lampiran 10 Skor Jawaban Kuisiomer Uji Kualitas Data..............c.cccecvevveieerieennenn. 193
Lampiran 11 Hasil Uji Validitas dan Reliabilitas SPSS ...........c.ccccooeviiiiiiiiieenean, 201
Lampiran 12 Data Hasil ReSPONAEN ...........cceiiiiiiieiicceee e 216
Lampiran 13 Identitas RESPONAEN. ..........ciieiiiiiiiie e 237
Lampiran 14 Lembar Persetujuan Dosen Pembimbing .........ccccceveiieiiiieiicceennen, 242
Lampiran 15 Kartu Konsultasi SKIPSI........cc.eivveiiiieiieeieeeiie e 243
Lampiran 16 Hasil TeSt TUINITIN..........cccceiiiiiiecic e 244

XVii



