
TABLE OF CONTENTS 

Table 2.1 Previous Research .......................................................................................................34 

Table 3.1 Operational Variable ..................................................................................................38 

Table 3.2 Five Point Likert Scale................................................................................................43 

Table 3.3  Validity Testing on X Variables ................................................................................46 

Table 3.4  Validity Testing on Y Variable .................................................................................47 

Table 3.5  Measure Instruments From Cronbach’s Alpha ......................................................48 

Table 3.6  Result Of Reliability Test on Tangibles ...................................................................48 

Table 3.7  Result Of Reliability Test on Reliability ..................................................................48 

Table 3.8  Result Of Reliability Test on Responsiveness ..........................................................49 

Table 3.9  Result Of Reliability Test on Assurance ..................................................................49 

Table 3.10  Result Of Reliability Test on Empathy ..................................................................49 

Table 3.11  Result Of Reliability Test on Complaint Handling ...............................................49 

Table 3.12  Result Of Reliability Test on Convenience ............................................................50 

Table 3.13  Result Of Reliability Test on Network Quality .....................................................50 

Table 3.14  Result Of Reliability Test on Customer Satisfaction ............................................50 

Table 3.15  Rating Criteria by Percentage ................................................................................51 

Table 3.16  PLS Output Criteria ................................................................................................53 

Table 4.1 Service Provider of Respondents ...............................................................................56 

Table 4.2 Gender of Respondents ...............................................................................................57 

Table 4.3 Age of Respondents .....................................................................................................57 

Table 4.4 Occupation of Respondents ........................................................................................58 

Table 4.5 Area of Respondents ...................................................................................................59 

Table 4.6 Monthly Income of Respondents ...............................................................................60 

Table 4.7 Tangibles Score............................................................................................................60 



Table 4.8 Reliability Score ..........................................................................................................62 

Table 4.9 Responsiveness Score ..................................................................................................64 

Table 4.10 Assurance Score ........................................................................................................65 

 

Table 4.11 Empathy Score ..........................................................................................................67 

 

Table 4.12 Complaint Handling Score .......................................................................................68 

 

Table 4.13 Convenience Score ....................................................................................................69 

 

Table 4.14 Network Quality Score .............................................................................................71 

 

Table 4.15 Customer Satisfaction Score ....................................................................................73 

 

Table 4.16 Descriptive Analysis Summary ................................................................................75 

 

Table 4.17 Factor Loading Scores ..............................................................................................76 

 

Table 4.18 Factor Loading Scores (After Recalculation) .........................................................78 

 

Table 4.19 AVE Scores ................................................................................................................80 

 

Table 4.20 Cross Loading Correlation of Each Item ................................................................81 

 

Table 4.21 Fornell-Larcker Criterion ........................................................................................82 

 

Table 4.22 Heterotrait-Monotrait Ratio ....................................................................................83 

 

Table 4.23 Reliability Test ...........................................................................................................83 

 

Table 4.24 R2 of Dependent Latent Construct ...........................................................................85 

 

Table 4.25 Path Coefficient, t-Value and p-Value ....................................................................86 
 

Table 4.26 Hypothesis Testing Result ........................................................................................88 
 
 

 

 

 


