DAFTAR ISI

HALAMAN JUDUL ..ot sinan e I
SERTIFIKAS ...ttt ne s i
PENGESAHAN TESIS.... .ottt iii
MOTTO DAN PERSEMBAHAN.......cooi et iv
A B S T R A CT e v
ABSTRAK ..ottt ettt Vi
KATA PENGANTAR ..ottt vii
DY e I o ] X
DAFTAR TABEL ...ttt e e Xiil
DAFTAR GAMBAR ...ttt Xiv
BAB | PENDAHULUAN ..ottt 1
1.1 Latar Belakang Penelitian............ccoooieiiiiiiiiiiieeeec e 1
1.2 Rumusan Masalah ... 8
1.3 Tujuan dan Kegunaan Penelitian............ccccoeviiiiiievi s 10
1.4 OULHNE TESIS ..uiiieeuieieieiesie sttt sttt bttt nreens 12
BAB Il TELAAH PUSTAKA DAN PENGEMBANGAN MODEL............... 14
2.1  Telaah PUStaKa........cccooieiieece s 14
211 E-LOYAIY oo 14

2.1.2  CUSEOMEE TTUSL ....cotiiiiiieiieiieere e 18

2.1.3  Customer Satisfaction.............ccoveveriieniieiiseeeee e 19

2.1.4  Perceived Service QUAlItY ........cccoooeiiieiiiiiiieeeee e 26

2.1.5  PerceiVed ValUe .......cccooviieiieeceseee e 32

2.2  Penelitian Terdahulu ... 35
2.3 Pengaruh Antar Variabel Penelitian.............ccccocovviiiiiiiciic i, 39
2.3.1  Pengaruh Perceived Service Quality Terhadap e-Loyalty.......... 39

2.3.2  Pengaruh Perceived Value Terhadap e-Loyalty ...........cc.ccovueeee 41

2.3.3  Pengaruh Customer Satisfaction Terhadap e-Loyalty............... 41



2.3.4  Pengaruh Customer Trust Terhadap e-Loyalty ............cc.ccoeeee. 42
2.3.5 Pengaruh Customer Satisfaction Terhadap Customer Trust.... 43
2.3.6  Pengaruh Perceived Service Quality Terhadap Customer
SaALISTACTION. ... 44
2.3.7  Pengaruh Perceived Value Terhadap Customer Satisfaction ... 45

2.4 Model dan Hipotesis Penelitian ..........cccccooeieiiiininiieecee e 46
BAB 11l METODE PENELITIAN ..cooiiiieeese e 48
3.1 Jenis dan SUMDEr Data.........ccccuuiiiirieneieie e 48
200t R B - = W ] 1 =T SRR 48
3.1.2  Data SEKUNEY ....cooeeeeiiee et 48
3.2 Populasi dan Sampel........cccccceiiiiiiiiccee 48
321 POPUIASH .ottt 48
322 SAMPEL e 49
3.3 Definisi Operasional Variabel dan Pengukurannya................c......... 50
3.3.1  Variabel Penelitian ..........ccooeieiineiiiiiisieeieee e 50
3.3.2  Definisi Operasional Variabel ..............cccccoviviiiiiiciciiccec, 51
3.4  Metode Pengumpulan Data..........ccccoereiiieniiinieieeee e 53
341 StUdi PUSTAKA ......cveieieieee e 53
342 KUBSIONET ..ottt ettt ste st sneeneas 53
3.5 TeKNiK ANALISIS.....c.oiiiiiiiiiciesieee e 53
3.5.1 Evaluasi Model Pengukuran (Outer Model)...........cccccvvninnnnens 55
3.5.2  Evaluasi Model Strukrutal (Inner Model).........ccoceviiininnnnns 56
BAB IV ANALISIS DATA .ottt 57
4.1 Gambaran Umum Obyek Penelitian dan Data Deskriptif................ 57
4.1.1  Data Deskriptif Responden Penelitian..............cccccoevieiiveinnnn, 58
4.1.2  Data Deskriptif Variabel Penelitian...........ccccooevininiiinnnns 62
4.2  Proses dan Hasil ANaliSis .........ccccevviiiiiieiiiic e 70

4.2.1  Uji Validitas (Convergent Validity dan Discriminant
ValIAILY) .o 70

Xi



4.2.2  Uji Reliabilitas (Composite Reliability).........cccccovviiiiinnnnnnnne 72
4.2.3  ANALISIS DAtA ......ooviiiiiiiee e 73
4.3 Pengujian HIPOTESIS ......ccciveiiiiieiieie et 77
4.3.1 Pengaruh Perceived Service Quality terhadap E-Loyalty ......... 78
4.3.2  Pengaruh Perceived Value terhadap e-Loyalty.............cc.ceoenee. 79
4.3.3  Pengaruh Customer Satisfaction terhadap e-Loyalty................. 81
4.3.4  Pengaruh Customer Trust terhadap e-Loyalty..........c...cceurenene. 83
4.3.5 Pengaruh Customer Satisfaction terhadap Customer Trust ..... 84
4.3.6  Pengaruh Perceived Service Quality terhadap Customer
SALISTACTION. ... 85
4.3.7  Pengaruh Perceived Value terhadap Customer Satisfaction..... 87
4.3.8  Pengaruh Perceived Service Quality terhadap e-Loyalty
melalui Customer Satisfaction...........ccccovvevverenieeniese e 88
4.3.9 Pengaruh Perceived Value terhadap e-loyalty melalui
Customer Satisfaction..........ccccevviereiensse e 89
4.3.10 Pengaruh Customer Satisfaction berpengaruh terhadap e-
loyalty melalui Customer TrusSt.........cccoceviiiiinieieeee e 90
BAB V SIMPULAN DAN IMPLIKASI KEBIJAKAN .........ccociviieiiiec e 92
5.1 SIMPUIAN ..o 92
5.2 IMPliKasi TEOMILIS .....cciiiiiiecie e e 93
5.3 Implikasi Manajerial ............ccccooiiiiiiiiii 95
5.4 Keterbatasan Penelitian ...........ccccoovieiiieniiieseee e 96
5.5 Agenda Penelitian Mendatang...........ccccceeevivieiieneciicieese e 97
DAFTAR PUSTAKA ...ttt 98
LAMPIRAN ...ttt st se st sa et et nanre s 100

Xii



