
vii 
 

DAFTAR ISI 

 
LEMBAR PENGESAHAN ................................................................................... i 

HALAMAN PERNYATAAN ............................................................................... ii 

KATA PENGANTAR .......................................................................................... iii 

ABSTRAK ............................................................................................................. v 

ABSTRACT ........................................................................................................... vi 

DAFTAR ISI ........................................................................................................ vii 

DAFTAR GAMBAR ............................................................................................. x 

DAFTAR TABEL ................................................................................................ xi 

BAB I PENDAHULUAN ...................................................................................... 1 

1.1 Gambaran Umum Objek Penelitian ......................................................... 1 

1.2 Latar Belakang Penelitian ........................................................................ 3 

1.3 Perumusan Masalah ................................................................................ 15 

1.4 Pertanyaan Penelitian ............................................................................. 16 

1.5 Tujuan Penelitian .................................................................................... 16 

1.6 Manfaat Penelitian .................................................................................. 17 

1.6.1 Manfaat Akademis .......................................................................... 17 

1.6.2 Manfaat Praktis ............................................................................... 17 

1.7 Sistematika Penulisan Tugas Akhir ........................................................ 18 

BAB II TINJAUAN PUSTAKA ......................................................................... 20 

2.1 Teori dan Penelitian Terdahulu .............................................................. 20 

2.1.1 Pemasaran ....................................................................................... 20 

2.1.2 Malnaljemen Pemalsalraln.................................................................... 21 

2.1.3 Pemalsalraln Jalsal ................................................................................ 21 

2.1.4 Kalralkteristik Pemalsalraln Jalsal .......................................................... 22 

2.1.5 E-Service Quallity ............................................................................ 23 

2.1.6 Dimensi E-Service Quallity .............................................................. 23 

2.1.7 Customer Vallue ............................................................................... 24 

2.1.8 Dimensi Customer Vallue ................................................................ 25 

2.1.9 Customer Saltisfalction ..................................................................... 25 



viii 
 

2.1.10 Indikaltor Customer Saltisfalction ...................................................... 26 

2.1.11 Penelitialn Terdalhulu ....................................................................... 27 

2.2 Keralngkal Pemikiraln ............................................................................... 39 

2.3 Hipotesis Penelitialn ................................................................................ 41 

BAlB III METODE PENELITIAN .................................................................... 43 

3.1 Jenis Penelitialn ....................................................................................... 43 

3.2 Operalsionallisalsi Valrialbel ....................................................................... 44 

3.2.1 Valrialbel ........................................................................................... 44 

3.2.2 Operalsionall Valrialbel ....................................................................... 45 

3. Skallal Pengukuraln ................................................................................... 47 

3.3 Talhalpaln Penelitialn ................................................................................. 48 

3.4 Populalsi daln Salmpel .............................................................................. 49 

3.4.1 Populalsi ........................................................................................... 49 

3.4.2 Salmpel ............................................................................................. 49 

3.5 Pengumpulaln Daltal daln Sumber Daltal ..................................................... 50 

3.5.1 Pengumpulaln Daltal .......................................................................... 50 

3.5.2 Sumber Daltal .................................................................................... 51 

3.6 Uji Valliditals daln Relialbilitals ................................................................. 52 

3.6.1 Uji Valliditals .................................................................................... 52 

3.6.2 Uji Relialbilitals ................................................................................ 54 

3.7 Teknik Alnallisis Daltal .............................................................................. 55 

3.7.1 Alnallisis Deskriptif .......................................................................... 55 

3.7.2 SEM-PLS ........................................................................................ 57 

3.7.3 Mealsurement Outer Model ............................................................. 58 

3.7.4 Structurall Inner Model .................................................................... 60 

3.7.5 Indirect Effect .................................................................................. 61 

3.7.6 F-Squalre .......................................................................................... 61 

3.7.7 Model Fit ......................................................................................... 61 

3.7.8 Hipotesis .......................................................................................... 61 

BAlB IV HASIL PENELITIAN DAN PEMBAHASAN ................................... 64 

4.1 Pengumpulaln Daltal ................................................................................. 64 



ix 
 

4.2 Kalralkteristik Responden ........................................................................ 64 

4.2.1 Kalralkteristik Responden Berdalsalrkaln Jenis Kelalmin .................... 65 

4.2.2 Kalralkteristik Responden Berdalsalrkaln Usial .................................... 65 

4.2.3 Kalralkteristik Responden Berdalsalrkaln Pendidikaln Teralkhir .......... 66 

4.2.4 Kalralkteristik Responden Berdalsalrkaln Pekerjalaln ........................... 67 

4.2.5 Kalralkteristik Responden Berdalsalrkaln Pendalpaltaln Bulalnaln .......... 67 

4.3 Halsil Penelitialn ....................................................................................... 68 

4.3.1 Alnallisis Deskriptif .......................................................................... 68 

4.3.2 Environmentall Model Pengukuraln lOuter Model)........................... 75 

4.3.3 Model Strukturall lInner Model) ....................................................... 80 

4.3.4 Indirect Effect .................................................................................. 82 

4.3.5 F-Squalre .......................................................................................... 83 

4.3.6 Uji Model Fit ................................................................................... 83 

4.3.7 Uji Hipotesis ................................................................................... 84 

4.4 Pembalhalsaln Halsil Penelitialn .................................................................. 87 

BAlB V KESIMPULAN DAN SARAN .............................................................. 92 

5.1 Kesimpulaln ............................................................................................. 92 

5.2 Salraln ....................................................................................................... 93 

DAlFTAlR PUSTAlKAl .......................................................................................... 95 

LAlMPIRAlN ....................................................................................................... 102 

 

 

  


