DAFTAR ISI

HALAMAN JUDUL ... [
LEMBAR PERSETUJUAN DOSEN PEMBIMBING ........ccocoiiiiiiiiieeee i
DAFTAR IST ..ttt b e ne e ii
DAFTAR GAMBAR ...ttt ae e vii
DAFTAR TABEL. ...t Vil
DAFTAR LAMPIRAN ...t IX
ABSTRAK ..t Vi
BAB L. bbbttt e 14
1.1 Latar BelaKang...........ooiiiiiiieieees s 14
1.2 Batasan Masalah ... 27
1.3 RUMUSAN MASAIAN.......c.ooiiiiiiic s 28
1.4 Tujuan Penelitian........ccocoiiiiiiiieeee s 29
1.5 Manfaat Penelitian ..o 30
151 MaNTAAL TEOTTEIS ....cveviieiiieeee s 30
152 ManTaat PrakiiS .........coooiiiiieeis s 30

1.6 Sistematika PENUIISAN ..........coiiiiiiiie s 31
BAB T ..ot 33
2.1 LANASAN TEONT ...vcuiiiiiieiisieiiet ettt ettt 33
211 E-LOYAITY ..o 33
2.1.2 E-SaAtiSTACTION ......cviiciieci s 35
2.1.3 E-Service QUANITY .....c.ooveiicieie e 37

2.2 Penelitian TerdahUlU .........c.ccoiiiiiieiicie e 47
2.3 Pengembangan HiPOTESIS.........couiiiiiiiiiiiie e 50
231 Pengaruh Reliability terhadap E-Loyalty ..o 50
232 Pengaruh Privacy & Security terhadap E-Loyalty .........cccooeviniiiiicienns 50
233 Pengaruh Aplication Design terhadap E-Loyalty...........cccocviniiiiiinnnnnn. 51
234 Pengaruh Customer Service & Support terhadap E-Loyalty ............c.......... 52



Pengaruh Reliability terhadap E-Satisfaction ............ccccocvvvveviviviic v 53

236 Pengaruh Privacy & Security terhadap E-Satisfaction .............cccccoeevevnnne. 54
2.33  Pengaruh Aplication Designterhadap E-Satisfaction............c.c.cccoovrvninne. 54
218 Pengaruh Customer Service & Support terhadap E-Satisfaction................ 55
239 Pengaruh E-Satisfaction terhadap E-Loyalty...........cccoooiviiinincicicinn 56
2.3.10  Pengaruh E-Satisfaction secara positif memediasi hubungan antara E-
Service Quality dan E-Loyalty...........cccooiiiiiiiincce e 56
2.4 MOdel PENelitian........ccccoviiiiiiieeees e 58
2.5  Bagan AlUr Berpikil ..o 59
22 = 1 1 TSRS 61
4.1 Jenis Penelitian dan JenisS Data..........cccooveieiiiiieneiecie e 61
3.1.1 JeNiS PeNElITIAN......c.oiieiiie e s 61
3.1.2 ST U ] 0T gl T - VSRR 62
4.2 Populasi dan SAMPEL ... s 63
3.21 POPUIASI ... 63
3.2.2 SAMPEL ... s 63
4.3 Metode Pengumpulan Data..........cccccveviiiieiiiiiie et 65
4.4 Definisi Operasional dan Pengukuran Variabel...............cc.cccoooviiiiiiinnienn, 68
4.5 Metode ANALISIS DALA........c.cceieiieiiiiiie e 70
151 Pengolahan Data...........ccooviiiiiiicie et 70
i52 Pengujian HIPOTESIS ....ecviiieiic ettt sttt 71
3.5.3 UJEValIAITaS.....cc.iceiiiiieccecc et st sttt 71
354  Uji REHADIITAS.....ccceiiieeiiiiciee s 72
355 Uji ASUMST KIASIK ..ottt 72
3.5.6 Analisis Linier Regresi Berganda (Multiple Regression) ..........ccccccvevviene. 75
3.5.7 KOefisien KOrelasi (R).......cocuoeiieiiiiiiis s 78
35.8  KOEefisien KOrelasi (R?) ........ccccceeeieereeeeiieeieie st esesesenes 79
35.9 U I Fee bbb 80
35,00 UJI T oottt et eere e 80
2 A S SRS 81
4.1  Gambaran Umum Aplikasi MobilePanin ............cccoooiiiiiniieccce 81
4.2 ANALSIS DATA......cuiiieiiieiiee e e e eas 82
4.2.1  Statistik DesKITPUIT ......ccoiieeiee e e 82
4.2.2  Analisis Deskriptif Variabel ... 94

Xi



4.2.3  UJiValiditas.......cccooviiiiiiic et 104

424 UjJi REIADIITY ..vovvieiiieicee e 106
4.2.5 Pengujian Asumsi KIasik REGIESI.......c.cciiiiiiiiiiieeceses e 107
4.3  Metode ANalisis STAtISTIK ........ccceriiiiiiiiiiiie e 114
4.3. 1 ANALISIS REQIESH ..uvivieiiiitiiie ettt s et be e sresreene s 114
4.3.1.1 Analisis Regresi Berganda...........ccccoveiiiiiiiniseeeeees e 114
4.3.1.2 Variabel INtErVENING........coiviiee et s 118
4.3.2  Analisis KOefisien KOFelasi........ccoocviiiiiiieiiiiiie e 119
4.3.3  Koefisien Determinasi (R2) ....c.ccevieiiiiiieiise e ste e se e 120
4.4 Metode Pengujian HIPOteSIS......c.cccviiiiiiiiieiiii et 121
441 Uji Signifikansi Simultan (UJi F) ... 121
4.4.2 Uji Signifikansi Parsial (UJi-T) ....ccccoiiiiiioiiieie e s 122
45 PeMDANASAN.......c.oiiicieicice e 126
BAB Vet et Re et ettt Reebe et et eneereereareern
............................................................................................................................... 142
KONKLUSI, IMPLIKASI DAN REKOMENDASI .....c.ccooviiiiieiisesee e 142
LTSS 4T 0T =1 o OSSPSR 142
5.1.1.6 Pengaruh Privacy & Security terhadap E-Satisfaction ..............cccccceevvvnnnnn 149
5.1.2 Simpulan Atas Masalah Penelitian ............ccocceiiiiiiinin e 154
5.2 IMPIIKAST ..ttt sbe bt s ae e 156
5.2.1 IMPLIKASTE TEOTITIS ..evveiiciicie ettt st e 156
5.2.2 Implikasi Manajerial...........ccccoooiiiiiiiiiiiic e s 158
5.3 REKOMENUASH ...ttt sttt ereans 163

Xii



DAFTAR GAMBAR

Gambar 1.1 Data statistik kasus Covid-19 di INAONESIA...........cocererierieiieirisenese e 1
Gambar 1.2 Data Rata — Rata Pertumbuhan Transaksi Tahunan 2014—2018............cc.ccccveneene 3
Gambar 1.3 Data pengguna internet dunia tahun 2020 ...........cccoooveieiiiieieiecee e 4
Gambar 1.4 Data pengguna internet Indonesiatahun 2020...........cccceevvviieieiiiiie i 5
Gambar 1.5 Logo Bank Panin TOK.........cccccieiiiiiiiieieieiiee s ste st sre st 6
Gambar 1.6 Bukti Ulasan Reliability Pengguna Aplikasi MobilePanin...........c...ccccoeeiiviienne 9
Gambar 1.7 Privacy & Security MoDIilePanin..........cccooviiiiiiiineiccee e 10
Gambar 1.8 Bukti Ulasan Privacy & Security Pengguna Aplikasi MobilePanin.................... 10
Gambar 1.9 Tampilan MobilePanin ... s 11
Gambar 1.10 Bukti Ulasan Privacy & Security Pengguna Aplikasi MobilePanin.................. 12
Gambar 1.11 Customer Service & Support MobilePanin ... 13
Gambar 1.12 Bukti Ulasan Customer Service & Support Pengguna Aplikasi MobilePanin... 14
Gambar 2.1 Model Penelitian Terdahulu ............cccovviieiiiiie e 38
Gambar 2.2 Model PENEITIAN ........cccveiiiiieccece e 49
Gambar 2.3 Bagan AlUr BErpiKir..........ccooi i s 50

Xi



DAFTAR TABEL

Tabel 1.1 Jumlah pengguna serta rating aplikasi mobile banking Bank Panin Tbk. dibanding 5

bank besar lainnya di INAONESIA...........ccoviieiiiicic e s 7
Tabel 3.1 Desain INti KUISIONET ........ccviiiiiiieiieeese s 58
Tabel 3.2 Definisi Operasional dan Pengukuran Variabel ............ccccccooeiiiiiiiiiecie e 60
Tabel 3.3 Interpretasi KOefisien KOrelasi...........cceoveiiiiiiiiiieieeee e 71
Tabel 3.4 Rules of Thumb Tentang Ukuran Koefisien Determinasi ...........ccoevevvvvirievveieninns 72

xii



DAFTAR LAMPIRAN

LAMPIRAN A D KUISIONER ..ot A-1
LAMPIRAN B : TABULASI DATA ... e A-5
LAMPIRAN C : HASIL UJI STATISTIK DESKRIPTIf......ccoiiiiiiiiineicec e A-11
LAMPIRAN D I TURNITIN. . ..ocoiiiiii e A-37

Xiii



