DAFTAR ISl

HALAMAN JUDUL .....cciiiiiiiiie et nneas A
PERSETUJUAN SKRIPSI ...ttt i
PENGESAHAN KELULUSAN UJIAN......coitiiiieieieie e i
PERNYATAAN ORISINALITAS SKRIPSI ......cooiiiiiiiieieeee e 1\
MOTTO DAN PERSEMBAHAN .......coviiiieeece e v
ABSTRACT ..ttt bbbttt bbb bbb vi
ABSTRAK .ottt vii
KATA PENGANTAR ...t viii
DN I S 15 SRS Xi
DAFTAR TABEL ...ttt Xiii
DAFTAR GAMBAR ...ttt sttt aneeneas XV
BAB | PENDAHULUAN ..ottt e 1
1.1 Latar Belakang Masalah ............cccoueiriiiiiiiiiiecee e 1
1.2 RESEAICN GaAP ..vieuiiiieeiie ettt 6
1.3 ODbJek PENEITIAN. .......cviieiiiiii e 7
1.4 RUMUSAN MaSlIAN........coeriiiiiiie e 9
1.5 Tujuan Penelitian ......cccooeiiiiiiiiiieeeee e 11
1.6 Kegunaan Penelitian ...........ccccooiiiiiiieiiiicceese e 11
1.7 Sistematika PenuliSan ..........ccccooeveiieiiiiesiese e 11
BAB Il TINJAUAN PUSTAKA . ..ot 13
2.1 K@JIAN TEOMT vttt 13
2.1.1 Service Dominant Logic (S-D LOQIC) ......cccccveviiiieieeie e, 13
2.2 Pengembangan Variabel ... 16
2.2.1 Kualitas Layanan Elektronik (E-Service Quality).........c.ccccoveneee. 16
2.2.2 Customer INVOIVEMENT...........ccevviiereee e e 19
2.2.3 Customer ENQagement ........cccveoiuieiiiie et 21
2.2.4 Loyalitas Pelanggan (E-Loyalty)........cccccooiiiiiiiniiiiiinieneeins 23
2.3 Pengaruh antar Variabel.............ccooo oo 26
2.3.1 Pengaruh E-Service Quality terhadap Customer Involvement ....... 26
2.3.2 Pengaruh Customer Involvement terhadap Customer
ENQAgEMENT.......ooiiiie e 28
2.3.3 Pengaruh Customer Involvement terhadap E-Loyalty .................... 30
2.3.4 Pengaruh Customer Engagement terhadap E-Loyalty.................... 32
2.3.5 Peran Customer Involvement dalam memediasi hubungan antara
E-Service Quality dan E-Loyalty.........ccccovviiiiniiiiiiienc e 34
2.4 Kerangka Penelitian.........ccccovieiiiiiie i 35
BAB 1l METODE PENELITIAN.......cooi e 37
3.1 Variabel Penelitian dan Definisi Operasional Variabel....................... 37
3.1.1 Variabel Penelitian .........ccooevveieiieiieie e 37
3.1.2 Definisi Operasional Variabel............cccooooviiiiiii 38
3.2 Populasi dan SAMPEL..........cooviiiiiiiiee s 40
3.2, 1 POPUIASE c.vviiviieiie ettt 40

Xi



B.2.2SAMPEI it 40

3.3 Jenis dan SUMDEr Data.........cccoueiierieeiriieniesie e 41
3.3.1 Data PrIMEN .ot 41
3.3.2 Data SEKUNGEN ......eeieieiiee et 41

3.4 Metode Pengumpulan data...........ccccveveieeiiiieiieeie e 42
KRR R (T TS o] T OSSR PRRRN 42
3.4.2  SUAI PUSEAKA......cviiiiiiieiecceee s 44

3.5 Metode ANAIISIS ......coviiiiieiiee e 44
3.5.1 Analisis Kuantitatif ..........ccccooveriiniiieessssesee s 44

BAB IV HASIL DAN ANALISIS. ..ot 51

4.1 Deskripsi Objek Penelitian ...........cccooviieiiiiiiicirce e 51
4.1.1 Deskripsi Umum Objek Penelitian............ccoovvviiiieienciencninen, 51
4.1.2 Deskripsi Umum ReSPONAEN...........ccceeveiieiieie e ce e 53

4.2 ANALISIS SEM ..o 62
4.2.1 Uji Confirmatory Factor Analysis .........cccccvevveviiieieeie e 63
4.2.2 UJi STPUKEUTAL ... 79
4.2.3 Pengujian HIPOESIS.......cc.ciieieeieiiecieesie e 87
4.2.4 Pengujian Hipotesis Mediasi........cccovvvririnininiiiieee e 90
4.2.5 Analisis Direct Effect, Indirect Effect, dan Total Effect................. 93

4.3 InterpretaSi Hasil..... ... 95
4.3.1 Pengaruh E-Service Quality (Kualitas Layanan Elektronik)

terhadap Customer INVOIVEMENT .........cooeiiiiiiiieee e 95
4.3.2 Pengaruh Customer Involvement terhadap Customer

ENQAgEMENT.......ooiiiiie e 97
4.3.3 Pengaruh Customer Involvement terhadap E-Loyalty (Loyalitas

Pelanggan EleKtronik)..........ccocoiiiinniiiice e 97
4.3.4 Pengaruh Customer Engagement terhadap E-Loyalty (Loyalitas

Pelanggan Elektronik)..........ccocoiiiniiiniiiceee e 98
4.3.5 Peran Customer Involvement dalam memediasi antara E-Service

Quality dan E-LOyalty ........cccoiiiiiiiic e 99

BAB V PENUTUP ..ottt 101

5.1 Ringkasan Penelitian.........cccooieiiiiiiiiiiiieee e 101

5.2 Kesimpulan atas Diterimanya Hipotesis..........ccccooeviveveiiieieesc e, 103

5.3 Kesimpulan Masalah Penelitian...........c.ccooviiiiiiiniinsieseenn 105

5.4 IMPIKASI TEOILIS ....ceeiiieiiiiecieeie et 108

5.5 Implikasi Manajerial ..o 109

5.6 KeterDataSan.........cccoveiiiiiiiieieiee et 113

5.7 Saran untuk Penelitian Mendatang ............ccooeverenenenenenineseeeen 113

DAFTAR PUSTAKA ...ttt 115
LAMPIRAN A oottt sttt be st sre e ne e 125
LAMPIRAN B ...ttt ettt 131
LAMPIRAN C ..ottt sttt sttt na e 150

xii



