
x  

LIST OF TABLES 

 

Table 1. 1 Tokopedia’s Consumer Complaints on Mediakonsumen (2023) and 

AppStore (2023) ......................................................................................................... 9 

Table 2. 1 Previous Research ................................................................................... 27 

Table 3. 1 Type of Research ..................................................................................... 43 

Table 3. 2 Operationalization of Variable ................................................................ 46 

Table 3. 3 Measurement Scale ................................................................................. 54 

Table 3. 4 Score Interpretation ................................................................................. 62 

Table 3. 5 Reflective Measurement Model Criteria ................................................. 65 

Table 3. 6 Inner Model Criteria ................................................................................ 66 

Table 4. 1 Respondent Responses to Website Design Variable ............................... 72 

Table 4. 2 Respondent Responses to Customer Service Variable ............................ 73 

Table 4. 3 Respondent Responses to Security/Privacy Variable.............................. 74 

Table 4. 4 Respondent Responses to Fulfillment Variable ...................................... 75 

Table 4. 5 Respondent Responses to Overall E-Service Quality Variable .............. 76 

Table 4. 6 Respondent Responses to Customer Satisfaction Variable ..................... 77 

Table 4. 7 Respondent Responses to Customer Trust Variable ............................... 78 

Table 4. 8 Respondent Responses to Repurchase Intention Variable ...................... 79 

Table 4. 9 Respondent Responses to Word-of-Mouth Variable .............................. 79 

Table 4. 10 Respondent Responses to Site Revisit Variable .................................... 80 

Table 4. 11 Convergent Validity Result ................................................................... 82 

Table 4. 12 Cross Loading ....................................................................................... 84 

Table 4.13 Fornell-Larcker....................................................................................... 85 

Table 4.14 Cronbach Alpha and Composite Reliability........................................... 86 

Table 4. 15 R-Square Result .................................................................................... 87 

Table 4.16 Hypothesis Testing and Path Coefficient ............................................... 88 

 


