
xii 
 

TABLE OF CONTENTS 

 

APPROVAL OF UNDERGRADUATE THESIS ............................................. ii 

DECLARTION OF EXAMINATION COMPLETION ................................. iii 

DECLARATION OF ORIGINALITY ............................................................ iv 

MOTTOS ........................................................................................................... v 

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

ABSTRAK ....................................................................................................... vii 

ACKNOWLEDGMENT ................................................................................ viii 

TABLE OF CONTENTS................................................................................. xii 

LIST OF TABLE ........................................................................................... xvii 

LIST OF FIGURE .......................................................................................... xix 

CHAPTER I  PRELIMINARY ......................................................................... 1 

1.1 Research Background ........................................................................... 1 

1.2 Problem Formulation ............................................................................ 9 

1.3 Research objectives .............................................................................. 9 

1.4 Writing System .................................................................................. 10 

CHAPTER II LITERATURE REVIEW ........................................................ 12 

2.1 The Underlying Theories .................................................................... 12 

2.2 Relationship Marketing ...................................................................... 12 

2.3 Relationship Marketing Goals ............................................................ 13 

2.4 Concepts of Variables ........................................................................ 14 

2.4.1 Structural Assurance ....................................................................... 14 



xiii 
 

2.4.2 Customer Satisfaction ..................................................................... 15 

2.4.3 Trust ............................................................................................... 16 

2.4.4 Continuance Intention .................................................................... 17 

2.5 Prior Research .................................................................................... 18 

2.6 Theoretical Frameworks ..................................................................... 20 

2.7 Hypothesis Development .................................................................... 20 

2.7.1 The moderating role of structural assurance on trust and continuance 

 intention ......................................................................................... 20 

2.7.2 The effect of structural assurance on trust ....................................... 21 

2.7.3 The moderating role of structural assurance on satisfaction and 

 trust ................................................................................................ 22 

CHAPTER III RESEARCH METHODOLOGY ........................................... 23 

3.1 Operational Variable .......................................................................... 23 

3.1.1 Dependent Variable ........................................................................ 23 

3.1.2 Independent Variable...................................................................... 24 

3.1.2.1 Satisfaction ............................................................................. 24 

3.1.2.2 Trust ........................................................................................... 25 

3.1.3 Moderating Variable ....................................................................... 25 

3.1.4 Variable Operational Definition ...................................................... 26 

3.2 Population and Sample ....................................................................... 27 

3.2.1 Population ...................................................................................... 27 

3.2.2 Sample ........................................................................................... 27 

3.3 Types and Sources of Data ................................................................. 28 



xiv 
 

3.4 Data Collecting Method ..................................................................... 29 

3.4.1 Questionnaire .................................................................................... 29 

3.4.2 Literature Review .............................................................................. 31 

3.5 Data Analysis Stages .......................................................................... 31 

3.5.1 Quantitative Analysis ........................................................................ 31 

3.6 Data Analysis Method ........................................................................ 32 

3.6.1 Validity Test ............................................................................... 33 

3.6.2  Reability Test ............................................................................. 35 

3.6.3 Structural Model (Inner Model) .................................................. 36 

3.6.4 Structural Model (Outer Model) ................................................. 36 

3.6.5 Normality Test ............................................................................... 39 

3.6.6 Residual Value Evaluation.............................................................. 40 

3.6.7 Parameters of SEM Hypothesis Testing .......................................... 41 

CHAPTER IV RESULTS AND DISCUSSION .............................................. 42 

4. 1 Description of Research Object .......................................................... 42 

4.1.1 General Description of Respondents by Age ................................... 42 

4.1.2 General Description of Respondents by Gender .............................. 43 

4.1.3 Overview of Respondents by Occupation ....................................... 43 

4.1.4 Overview of Respondents’ Average Expenses For Making Online 

 Purchases in a Month...................................................................... 44 

4.1.5 Overview of Respondents Based on Purchase Frequency in a 

 Month............................................................................................. 45 

4. 2 Research Result .................................................................................. 46 



xv 
 

4. 2.1 Confirmatory Factor Analysis (CFA) .............................................. 46 

4. 2.2 Full SEM Model Testing ................................................................ 54 

4.2.2.1 SEM Assumptions ...................................................................... 55 

4.2.2.2 Model Testing ............................................................................ 61 

4. 2.3 Hypothesis Test .............................................................................. 63 

4. 2.4 Discussion of Direct Effects Between Variables ............................. 64 

4.2.4.1 Effect of Satisfaction on Trust .................................................... 64 

4.2.4.2 Effect of Structural Assurance on Trust ...................................... 65 

4.2.4.3 The Effect of Trust on Continuance Intention ............................. 65 

4.2.4.4 Effect of Satisfaction on Continuance Intention .......................... 66 

4.2.4.5 Effect of Structural Assurance on Continuance Intention ............ 67 

4. 2.5 Discussion of Indirect Effects Between Variables ........................... 68 

4.2.5.1 Effect of Structural Assurance on Trust and Continuance 

            Intention ..................................................................................... 68 

4.2.5.2 Effect of Structural Assurance on Satisfaction and Trust ............. 68 

CHAPTER V  CONCLUSION ....................................................................... 69 

5.1 Conclusion ......................................................................................... 69 

5.2 Managerial Implication ...................................................................... 70 

5.3 Research Limitation ........................................................................... 72 

5.4 Research Suggestion .......................................................................... 72 

BIBLIOGRAPHY ............................................................................................ 74 

Attachment A Research Questionnaire .......................................................... 78 

Research Questionnaire ................................................................................... 79 



xvi 
 

Attachment B Tabulated Data ........................................................................ 86 

Attachment C Data Processing Results........................................................... 95 

 

  


