TABLE OF CONTENT

THESIS et ne e v
FINAL ASSIGNMENT STATEMENT AND UPLOAD AGREEMENT ..... 1V
THESIS APPROVAL ... v
THESIS DEFENSE COMMITTEE ..o Vv
ABSTRACT . .. i se . Iy, e . Vv
ACKNOWLEDGEMENT ...t VI
TABLE OF CONTENT ....ooiiiiieeee e VI
LISTHOE TABEESEEINESL ... e et A e X1l
LISTORFIGURESES ................ 0 .. ..ot B« X1
CHARPTER'|.... [RSS———— ... S ... B 8 . 1
INTRODUCGCTION ...t 1
1.1 Research BaCKgroUNG..........couiieierienienie st 1
1:2°Resedlich Problem. A . v Rt .............c.cco it el oo 8
1.3 RESEAICH ODJECHIVE......ecivieiiciicteece ettt 8
1. RRESCACIITEODPE .- rrrreemmma e Lrrgh A P 2 . ..ot S . ... 9
1.5 RegeareiOutline—, == b S W R el ... 9
CHAPTERH— o corammme s o roees sl A e et a gl e snen e neesanis 11
LITERATURE REVIEW. ... 11
2.1 Theoretical FrameWOrK ...........ccooveieiiieiiieiesee s 11

2.1.1 International Business, Global Marketing, and Consumer Behavior....11

2.1.2 Theory of Reasoned ACLION .........cccooeiiriniiinieiee e 14
2.1.3 Brand LOYalty.......cccooiiiiiiiecee e 14
2.1.4 Brand EXPEIIENCE .....c.veiiieiie ettt 17

2.1.4.1 Brand experience and itS effects ..........ccoovvvvvienenneinceee, 18
2.1.5 Customer SatiSTACION ..........ccooveieiierieiesie e 19

viii



A N = - L (o I 01V TR 20

2.1.7 Brand TTUSE ....eoeiiieieeie ettt nnees 21
2.2 PrevioUS STUAY ......ocveieeieiie ettt nneas 22
2.1.8 Relationship between Brand Experience and Customer Satisfaction ...22
2.2.2 Relationship between Brand Experience and Brand Love.................... 23
2.2.3 Relationship between Brand Experience and Brand Trust ................... 25
2.2.4 Relationship between Customer Satisfaction and Brand Loyalty......... 26
2.2.5 Relationship between Brand Love and Brand Loyalty .............cc.......... 27
2.2.6 Relationship between Brand Trust and Brand Loyalty .............cccc...... 28
2.3 Conceptual FrameWOrK ...........cuiieieiiiiiiiiese s 29
CHARTER LUIRRESSNN. ... ..........ccccccovvveenenn. AT ... 0 .......... 30
RESEARCHIMIETGFIGRERR .................. A S e ... o ... 30
BilaResedrch MeSIGRNEE................ (ST SRS .. W, ... 30
3.2 ReSearch Paradigm.........c.ooeiiiiiiiiiieee e 32
3.3 Conceptual and Operational Definition ..........cccoccevveiiiiciicie e 33
3.4 Measurement OF SCAIES .........ccccviiiiiieii e 36
Bi5DaMa0M .................. SCEEEE b R . .............. S A 38
3.5.1 Source of Data & Data ColleCtion ...........cc.ccoovviviiiieniiiiiieeee, 39
3.0WUniLoFARELY SIS« e . A . I el ... 39
3.7 POpUlation” —. s T T, W . B et et sl . 40
3.8 SaMPIeIZe= . rmmrr v oV e meiTrre s A AT o veeeesessennes 41
R o B e TaTe B (e a0 e T AT 42
3.9 Data Analysis Method...........ccooiiiiiiiiie e 42
3.9.1 DeSCriptive SEatiStIC .......cuveivieiieciiece e 43
3.9.2 Inferential STAtiStICS........cccuevveieiierr e 44
3.9.2.1 Multiple Regression ANalySiS ..........ccuirrieienenenineseeeeeeie e, 44
3.9.2.2 Structural Equation Model & Partial Least Square...............c........ 45
3.9.2.2.1 Partial Least........cccoiiiiiiiiieeie e 47
3.9.2.2.2 OULEr MOUEI ..ottt 51
3.9.2.2.2.1 Convergent Validity ..........ccocuvveiiieniienneeseeeieee, 52



3.9.2.2.2.2 Discriminant Validity.........c.ccooeviieniiiniiinieceeceee, 52

3.9.2.2.3INNEI MOGEL ..o 53
3.9.2.2.3.1 Multicollinearity TeSt........ccccvvveviieiieiiiere e, 53

3.9.2.2.3.2 Coefficient of Determination (R?).........c.coceveveverrreerernene. 53

3.9.2.2.3.3 HYPOtheSES TESt .....ccveiviriiriiiiieieieiee e 54

3. L0 Pre-TeSt STUAY ....eeiiiiieiereet e 54
3.10.1 Pre-Test Discriminant Validity .........cccccocoveviiiiiiiiiice e 57
3.10.2 Pre-Test Relability ........c.ccveiieiieiicic e 58
CHAPTERGINVATIES.. ... o e Wi e s5ver s RO A Wi e eeeceeeamens 60
FINDING AND ANALYSIS.....cc et 60
4. 1 Actual TRESERmtmimitt ...l O . e B 60
4.1.1 Actual Test Profile ReSPONUENtS.........cccvveriiininieieie e, 60
4.1.2 DeSCrIPLIVE STALISTICS ....veveeieeie e sie et 61
4.1.3 Inferential STAtISTICS.........ccvervireiie e e 65
4.1.3.1 Outer MO ........ccoeeereririniiniisiisisesesne e e e esne e 65

4.1.3.1.1 Actual Test Convergent Model ............ccccoveeviiiiiiieciccieen, 65

4.1.3.1.2 Actual Test Discriminant Model............ccccoocviiviiieiiiieiiennn, 69

4.1.3.1.3 Actual Test Reliability ..........ccooiiriiiiee 70

4. L320mher Motelms o, oy e s, P e oS e e 71
4.1.3.2.1 Multicollinearity TeSt........cccevviveiieieiieiee e, 72

4.1.3.2.2 Coefficient of Determination (R?)..........cceeevveerererrerreeeeereenns 72

T e B S VTG [ ST oo B o) e R 73

4.2 DISCUSSTON ....veitieiteiiie st ettt sttt sbe ettt e b st s e e nbe e e et e e be e st e sreeneeeneeenes 74
CHAPTER V .ottt n s 82
CONCLUSION AND RECOMMENDATION ....oooiiiiiieecee e 82
T8 A 0 3 Tod (1157 o o S PTSSSRSSP 82
5.2 Managerial ImplCAtiONS..........ccocveiiiiiieiie e e 82
5.3 ReSearch LIMITAtION .......c.ccouiiiiiiiieiieie e 85
5.4 RECOMMENUALIONS .....ovveeieiiieiiresie e seesieeiesree e eee e e e sseesraesseeneesseesaeaneesrens 85



BIBLIOGRAPHY ..o 86

APPENDIX A .o A-1
APPENDIX B ..o A-2
APPENDIX C ..o A-3
APPENDIX D ..o A-4
APPENDIX E .. oo A-5

Xi



LIST OF TABLES

Table 1.1 Number Of Subscriber Streaming VVod In Indonesia.............cccceovevennne. 5
Table 3.1 Conceptual And Operational Definition ............cccccveveviieiiece e 33
Table 3.2 Example Of Five Points Likert Scale..........ccccccovveviiveiiieiieccce e 38
Table 3.3 Units Of Analysis Categories.......c.coviirriereniesiesieeie e see e ee s 40
Table 3.4 Major Types Of Descriptive StatiStiC .........ccvcvvvverviieiiienieiecee e 43
Table 3.5 Table Of Validy And Reliability Parameter And Rule Of Thumb ........ 50
Table 3.6 Pre-Test Convergent Validity .........ccccoovvveviiiiiieieccc e 55
Table 3.7 Pretest Table FOrnell-Larcker ............cocoiiiiiiiieieneene e 57
Table 3.8 Pretest Table HIMU ..o 58
Table 3.9 Pre-Test Reliability Table ... 58
Table 4.1 Actual Test Demographic Respondent ............ccccovvevveieeieeiecicsieeie 60
Table 4.2 Descriptive StatistiC Table .........ccceiv e 61
Table 4.3 Actual Test Convergent Validity .........ccccoovviiiiiiiiniceeeeee 66
Table 4.4 Invalid Result Fornell-Lacker Discriminant Validity .............c.cccoc....... 69
Table 4.5 Valid Result Fornell-Lacker Discriminant Validity ..............c.ccccoveue.ne. 69
Table 4.6 Heterotrait-Monotrait Ratio Discminant Validity...........cc.ccooviiiiienn, 70
Table 4.7 Actual Test Reliability .........cccoviiiiiiiii e 71
Table 4.8 Multicollinearity Test (INNer Vif) ..., 72
Table 4.9 R-Square And R-Square Adjusted ...........cccovvevieiiieiie e 72
Table 4.10 HYPOthESES TEST.....cviiieieeiecie et 73

Xii



LIST OF FIGURES

Figure 1.1 Estimated Netflix's Subscribers In Indonesia (2017- 2020) ................... 4
Figure 1.2 Estimated Netflix Revenue 2017-2020...........ccccoevveieiieneere e 5
Figure 1.3 Number Of Subscriber Streaming VVod In Indonesia................ccccovennenne. 6
Figure 1.4 Number Of Svod Global Subscriber 2019..........cccccvviiieiiiieie e 7
Figure 2.1 Research MOdel ...........cooooiiiiiiiiii e, 29
Figure 4.1 Model Smartpls Before BootStrapping .........ccceveeeeveerenieeseesieseennnn, 76
Figure 4.2 After BOOTSIIAD ........ccveivieieiic ettt 78

Xiii



