DAFTAR ISl

DAFTAR ISL. ottt e et a b sae s i
DAFTAR TABEL ...ttt sttt s i
DAFTAR GAMBAR......ccot ettt sttt st iii
BAB | PENDAHULUAN. ..ottt et st 1
1.1 Latar Belakang Masalah.............ccocooiiiiniiniiie e 1
1.2 RUMUSAN MaSalAN..........cciieieie e e e st 11
1.3 TUJUAN PENEIITIAN. .....eivieiiieetc e e 11
1.4 Kebaruan Penelitian..........cccovviiiiiree ittt s 12
BAB Il KAJIAN PUSTAKA . ...ttt s 14
2.1 Latar BelaKang TeOM......cc.ooeiiiirieieiiciisie et s 14
2.1.1 Loyalitas Pelanggan (Customer Loyalty)..........ccoeoreriinininnciiennns 14
2.1.2 Kepuasan Pelanggan (Customer Satisfaction)............c.ccoceeeevnene. 16
2.1.3 Kualitas Layanan (Service QUality).........occoouvereniieeinieiinienesiens 19
2.1.4 Persepsi Nilai (Perceived Value)..........ccoooveinenineniiniee e 24
2.2 Kerangka Teori dan HIPOESIS. .........coeieiiirieieee e e 28
2.2.1 Kerangka TOM......coiieuirieriiieiisie sttt 28
2.2.2 Kerangka HipOtESIS. .....c..ooveiiiieieciisi e 33
BAB 111 METODE PENELITIAN. ...ttt 35
3.1 Waktu dan Tempat Penelitian............cccvveiiiiiiiiine e 35
3.2 Pendekatan Penelitian...........ccoiiiieiiieneisiie e s 35
3.3 Populasi dan SAMPEL.........ccoov i 36
3.3 L POPUIASI. ..ot 36
3.3.2 SAMPEL...oceie e s 36
3.4 Penyusunan INSITUMEN.........cuiiiiiiiiis it e e et sree st sne s 39
3.4.1 Variabel Penelitian..........ccocoviiiiiiiiiie e s 39
3.4.2 Definisi Operasional............ccccoveviiiiiciie i 40
3.4.3 SKala PeNQUKUIAN...........coeieiiiece et s 42
3.5 Tehnik Pengumpulan Data..........c.cccovvviviieiiieiiiis e 42
3.6 Tehnik ANALISIS DAta.........c.coveeriiiiriieie et 43
3.6.1 Analisis DESKIIPLIT.........ccovviiiiiieiecic e e 43
3.6.2 Uji Validitas dan Reliabilitas..........c..ccccceevviiviiiniie e, 43
3.6.3 Uji Pengaruh Langsung dan Tidak Langsung.........ccccoceevevveivesvevennnn 45
3.6.4 Kesesuaian MOEL.........c.ooeeiiieneiiie e 45
3.6.5 Pengujian HIPOLESIS.......ccoviieiiiiiiiectie et seane 47
3.6.6 MOUElI SEM.....coooiiiiiiiice e e e e 47
BAB IV HASIL DAN PEMBAHASAN
4.1 DESKIIPSE DALA......cecieiiiiiie et ettt er e sr e enas 48
4.2 ANALISIS DALA. .....ccveieiviie et e e 51
BAB V KESIMPULAN DAN SARAN
5.1 KESIMPUIAN. ...ttt st e enae e 71
5.2 IMPIIKASI. v vttt ettt st sre s e be e e 72
5.3 KELEIDALASAN. ... ettt st 74
54 SAIAN. ...ttt e enbeen e 74

DAFTAR PUSTAKA . .t 76



Tabel
1.1
1.2
1.3
2.1
3.1
3.2
3.3
4.1
4.2
4.3
4.4
45

4.6

4.7

4.8

4.9
4.10
411
4.12
4.13
4.14
4.15
4.16
4.17
4.18

DAFTAR TABEL

Judul
Peta E-commerce Indonesia
Informasi Persepsi Nilai Fungsional E-commerce tahun 2018
Pembaruan Penelitian
Definisi Perceived Value
Operasional Variabel
Pengukuran Skala Likert
Goodness of Fit Indices
Karakteristik Responden Berdasarkan Usia
Karakteristik Responden Berdasarkan Jenis Kelamin
Karakteristik Responden Berdasarkan Status Pernikahan
Karakteristik Responden Berdasarkan Pekerjaan
Karakteristik Responden Berdasarkan Jumlah Pemasukan
per Bulan
Karakteristik Responden Berdasarkan Jumlah Pengeluaran
per Bulan
Hasil Uji Validitas
Hasil Uji Reliabilitas
Analisis Deskripif Service Quality
Analisis Deskripif Perceived Value
Analisis Deskripif Customer Satisfaction
Analisis Deskripif Customer Loyalty
First Order Construct Variabel Service Quality
First Order Construct Variabel Perceived Value
First Order Construct Variabel Customer Satisfaction
First Order Construct Variabel Customer Loyalty
Pengaruh Langsung dan Tidak Langsung
Model Persamaan Struktural

Halaman
2
8

12
24
40
42
47
48
49
50
50
51

51

52
53
53
55
56
58
59
61
62
63
65
67



Tabel
1.1
1.2
1.3
1.4

2.1
3.1
4.1
4.2
4.3
4.4
4.5
4.6

DAFTAR GAMBAR

Judul
Pertumbuhan E-commerce di Asia
Review pelanggan Tokopedia Terkait Faktor Aesthetics
Review pelanggan Tokopedia Terkait Faktor Reliability
Review pelanggan Tokopedia Terkait Faktor Responsiveness
dan Contact
Kerangka Hipotesis
Model SEM
Model First Order Construct Varibel Service Quality
Model First Order Construct Varibel Perceived Value
Model First Order Construct Varibel Customer Satisfaction
Model First Order Construct Varibel Customer Loyalty
Full Model SEM
T-Values SEM

Halaman
2

5
5
6

33
48
60
61
62
63
64
66



