DAFTAR ISI

Halaman

HALAMAN PENGESAHAN .....ooiiiiice et i
KATAPENGANTAR ..ottt ettt iii
HALAMAN MOTO DAN PERSEMBAHAN .......cccooiiiiiieeseeeee e %
ABSTRAK .ottt vi
ABSTRACT L.ttt b bbbt bbb bbbt vii
DAFTAR IST oot vii
DAFTAR TABEL ..ottt X
DAFTAR GAMBAR ..ottt ettt Xi
DAFTAR LAMPIRAN ..ottt Xii
BAB | PENDAHULUAN ..ottt 1
1.1. Gambaran Objek Penelitian.........ccccocviiiiiiiiiiiiiiiiies e 1
1.1.1.Sejarah BuKalapaK..........cccooiviiiiiiiiiiciceeise e 1
1.1.2.Profil Umum Bukalapak ............ccccoieiiniiiiiicceeeeeea 1
1.1.3.L.0g0 BUKAIAPAK ......coeiviiiriiiiiieiicictsieeeeee et 2
1.1.4.Makna Logo BuKalapak ... 2
1.1.5.Visi dan Misi BUKAIAPaK ...........cccoieiiniiiiiiiceese e 3

1.2. Latar BelaKang ........cccvoviiiiiiieieccieeeese ettt 3
1.3. RUMUSAN MaASAIAN .......coeieiieieeces e 25
1.4, Tujuan PENEIITIAN .....ccviviieieeecee s 26
1.5, Batasan Masalah...........cccovieiiiiiie e 26
1.6. Kegunaan Penelitian ..o 27
1.7. Sistematika PenUIISAN ..........coooiiiiiiiece s 27
BAB Il TINJAUAN PUSTAKA ...ttt 29
2.1, Landasan TEOK .c..cuviueiriiieisieieies ettt 29
2.1 1 PEIMASAIAN ...ttt sttt b et b e sbe e b 29
2.1.2.Perilaku KONSUMEN ......coiiiiiieiiirieis s 29
2.1.3.SerVICe QUANITY ..o 30
2.1.4.E-Service QUAlITY .....ccoooeiiieieeie s 31
2.1.5.Consumer SatiSfaCtiON ........cccceiiiiiireiiee e 32

vii



2.1.6.E-CoNSUMET SAtISTACLION . ..vveeeiieiee ettt ettt e eee e e eeee s e 33

2.1.7.Repurchase INteNtioN ..........cccooviiinieieiee s 34
2.1.8.E-Repurchase INeNtion ..........cooeirriiinieiceeeee s 34
2.2. Hubungan Antar Variabel ... 35
2.2.1.Hubungan E-Service Quality terhadap E-Consumer Satisfaction......... 35
2.2.2.Hubungan E-Consumer Satisfaction terhadap E-Repurchase Intention36
2.2.3.Hubungan E-Service Quality terhadap E-Repurchase Inetention......... 36
2.3. Penelitian Terdaulu ..........cccooiiiiiiii e 38
2.3.1.Penelitian Terdahulu SKIPSH ......ccoovieirinsiiiese e 38
2.3.2.Penelitian Terdahulu Jurnal Nasional ............cccccocviniiiiniinciince 49
2.3.3.Penelitian Terdahulu Jurnal Internasional ............c.ccccoeviiiieinincincnne 60
2.4. Kerangka PemiKiran.........cccooereireiineneise s 71
2.5. Hipotesis PENEITIAN ..........ccviiiiiiiiicieeeeeee s 76
2.6. Ruang LingKup Penelitian ... 76
BAB 1l METODE PENELITIAN ..ot 77
3.1, JeNiS PENEIITIAN ...ccveieiiee e 77
3.2. Variabel Operasional dan Skala Pengukuran .............ccccooniiinninnnicnnnne 77
3.2.1.Variabel Operasional ...t 77
3.2.2.SKala PENQUKUIAN ........ciiiiiciccccteeee e 84
3.3. Tahapan Penelitian ... 85
3.4. Populasi dan SAMPEL ........cccoviiiiiiiiiiicceeee e 86
AL POPUIASE ... 86
B4 2.SAMPEL .o s 86
3.5. Pengumpulan Data ........ccccouieirinieeneeesese e 88
3.5.1.SUMDEE DALA ... 88
3.5.2.Teknik Pengumpulan Data .........cccocereverinenene e 88
3.6. Uji Validitas dan Reliabilitas ..........cccooeriieiininiee e 89
3.6. 1. UJI ValiTItaS. .. .cveieieiieieieieie ettt 89
3.6.2.Uji Reliabilitas. ........coivieiiiirieirecs s 91
3.7. Teknik ANaliSiS DAta.........covieieerieisesieese e een s 92
3.7. 1. ANalisis DESKITPLIT ..o 92
3.7.2.Methode of Succesive Interval (MSI) ..., 93

viii



3.7.3.Structural Equation Modeling (SEM) ... 94

3.7.4.Partial Least SQUAIE ........ccooeiiiiirrieeiee e 95
3.7.5.Pengukuran Model (Outer Model) ..o 96
3.7.6.Pengukuran Struktural (Inner Model) ..o 98

3.8. Pengujian HiPOTESIS ....cviviveiiirieiiirieisieie e 99
3.8.1.Uji Hipotesis Parsial (UJi 1) ....ccccoevieieiiiiiinese s 100
BAB IV HASIL PENELITIAN DAN PEMBAHASAN ......ccccoooiiiiiieieeiiens 101
4.1, Pengumpulan Data .......cccoveviirininiiisisieeeeeeeeees e 101
4.2, Karakteristik RESPONGEN.........cccoeiiiieirese e 101
4.2.1.Karakteristik Responden Berdasarkan Jenis Kelamin ......................... 102
4.2.2.Karakteristik Responden Berdasarkan Usia ..........ccccoevvivnieiiiiiininnnens 103

4.2 .3.Karakteristik Responden Berdasarkan Pekerjaan .........c.cccocevveerinnnnne. 104
4.2.4.Karakteristik Responden Berdasarkan Asal Provinsi ...........ccccecevvne. 105
4.2.5.Karakteristik Responden Berdasarkan Pendapatan............ccccecevvevnenen. 106

4.3 HaSil PENEIITIAN........c.oiieieiseees e 106
4.3.1.Analisis DesKIIPLiT .....c.coociiiiiiicce s 107
4.3.2.Structural Equation Model (SEM)........cccoiiiiiiiiiniiinceee s 129

4.4 Hasil Pengukuran Model (Outer Model) ..., 130
4.5 Pengukuran Struktural (Inner Model) ........coooveieiiiiiiiiiicceeceeeeas 135
4.5.1 Evaluasi Pengukuran Struktural ..o 136
4.5.2 Predictive ReleVANCE ... 137
A.5.3 UJi HIPOLESIS ...ttt 138
4.5.4 MOdel PEIrSAMAAN .....c.ccveiiiiiiisieriese e 141

4.6 Pembahasan Hasil Penelitian...........cccooiiiiiiinciiesee e 145
BAB V KESIMPULAN DAN SARAN ... 152
5.1 KESIMPUIAN ... 152
5.2 SAIAN ...ttt ettt et e e 153
5.2.1 Saran Bagi Perusahaan ..........cccoceveveieneniiese e 153
5.2.2 Saran Bagi Peneliti Selanjutnya .........cccoeveviiiiiiicieieseseeseseen, 156
DAFTAR PUSTAKA . ettt s sra e nne s 158
DAFTAR LAMPIRAN ...ttt 163



	DAFTAR ISI

