DAFTARISI

HALAMAN JUDUL ..ottt i
PERNYATAAN DAN PERSETUJUAN UNGGAH TUGAS AKHIR .................. ii
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR ......ccccoceieiiiiininene iii
PERSETUJUAN TIM PENGUIJI TUGAS AKHIR........ccccooctrieiiiiienceieneeiene v
ABSTRAK . B i o i S s oo, . ..................... v
KATA PENGANTAR ...ttt sies e st ee et saens vi
DA F T AR S . ...eceerveeeeerenreosanereeseecnnes 0Ens lonen it dhonde b Bhe e veoennaneee viii
DAFTAR GAMBAR .....oiiiiiieee ettt s xi
DAFTAR TABEL ...ttt ste sttt e st et ean Xii
DAFTAR LAMPIRAN ..ottt stesteststessestessessestessesssessessssnsensesasenses Xiii
BAB I PENDAHULUAN ..ottt sttt st 1
1.1 Latar BelaKang...........covoouieiiiiiieiieciieie ettt 1
12 S iMasalah RERCIIGEATIN.. . -.............. [OSUSI SSS— . ......... B0 . 10
1.3 SR umusan NESSIGE".-............ 5., [SSSSN SUNSS . ............. S0 T 13
1.4 Tujuan Penelitian..........ccoceeiieiiiiiieieeeeeee e 14
1.5  Ruang Lingkup Penelitian ...........ccccccveeiieiiieciiiieiccieceeeeeeee e 15
1.6 Kontribusi Penelitian ...........ccccooieiieiiiiiiiiieiceeeeee e 15
106 19K GntribuSiTeoritis=" L. . At S et ... 15
1625 4 Keonteibust Prakiiss S A0 W M T e 16
1.7 SiStcmatika PEnaHSan ..., voasrm.. et o iddiloansaneaneasaadis e e eocnsereeoes 16
BAB II TINJAUAN LITERATUR.......cociiiiiniieiestiieeneeeeese et 18
2.1 Variabel Penelitian ...........ccooceviiriiiinieniiieneseeseeese e 18
2.11 Customer Engagement via Mobile APpS ............ccoovevoevciecrannne. 18
2.1.2 CUSIOMET EGUILY ...ttt 19
2.1.3  Repurchase INtention .............cccoceeeeieiieenieeiiiniieie e 23
2.2 Hubungan Antar Variabel..........cccccoooieiiiiiiiiiieeeee e 24

2.21 Hubungan antara Customer Engagement via mobile apps dengan
Value Equity 24

2.2.2 Hubungan antara Customer Engagement via mobile apps dengan
BrandEquity 25

viii



2.2.3 Hubungan antara Customer Engagement via mobile apps dengan
RelationShip EQUILY..........ccocoiiiiiiiieeeeeeeee et 26
2.2.4 Hubungan antara Value Equity dengan Repurchase Intention......... 27
2.25 Hubungan antara Brand Equity dengan Repurchase Intention ........ 28
2.2.6 Hubungan antara Relationship Equity dengan Repurchase Intention29
2.3 HIPOLESIS cuvieuiieiieiiecie ettt ettt ettt et e e ereese e be e teeesaeesbeenbeesseeseesreans 30
24 Model Penelitian. ........ccceevieiiieiiieiiieiieiee et 31
BAB Il METODOLOGI PENELITIAN ....ccooiiiiieiiieieie et 32
3.1 Paradigma Penelitian............ccccceeeiieiieiiiiciieiiecieceeeteeee e 32
3.2 Penelitian Kuantitatif............ccocoeviiiniininiiieneeieeeeee e 33
3.3 Desain Penelitian .........ccoocieiiieiiiiieeeeee et 34
3.4 Objek Penelitian .........cceeeiieiieiieiieeieee e 35
8.5 = UniFANAlISISIEL ...................... .0 o oeeerernnetlh.... 36
3.6 Pengukuran Variabel ............cccoccooiiiiiiiiiiiiiii e 37
3.7  Definisi Konseptual dan Definisi Operasional...........ccccoeceevenerieniennnnne. 38
3.8  Skala Pengukuran Variabel ............ccceiiiiiiiiiniieiieeeeeee e 41
3.9  Metode Pengumpulan Data ..........ccocceeeiieiiiciieniieiecie e 43
3.10 Etika Pengumpulan Data ..........cccoocieriiniiiiiieiieieee e 44
311 SAMPIING...eoiiiiiiiiiicie ettt et ereeteesreesteesreeesbeeseebeeseeseesraens 45
312 UKUran SAMPEl......cccuieevieiiieriieiieeieeiieie ettt esieesreeeeeeveeaeeseesaeesseesseens 48
3.13 Metode Analisis Data ........ccccoeiieiieiiieiiee e 49
3.15 PLS-SEN - rr sy oot oadtlh T 0. e PBmiVer <. oueasalieosadl ... 54
3.16 Uji PendahUlians.. ... . Xorko i e imm . e esat e tasiie e eesnassneee 54
BAB IV HASIL DAN PEMBAHASAN ..ottt 56
4.1  Profil ReSponden ..........ccoooieiieiienieiieie ettt 56
4.1.1 Jenis Kelamin .......ccooovieiiiiiiiieeee e 56
412 USIA cviriieiesieeieee ettt sttt sttt 57
4.1.3 L 103 54113 1 SRS 58
4.1.4 Pendidikan Terakhir..........cocceriiriiriieeeeeeee e 59
4.1.5 PEKETJAAN ....c.veiiiiiiiciece e 60
4.1.6  Tingkat Pemasukan ..........cccceriiriiiriieiieieee e 61
4.1.7 Frekuensi pemesanan melalui aplikasi seluler Fore Coffee............. 62
4.2 UJEAKIUAL ..ot 63



421 Statistik DesKIiptif........coveeiiiiiiiiieiieiieeeeeee e 64
4.2.2 Statistik Inferensial..........ccccooeviiririiieninieeeeee e 67
423 Model Pengukuran ...........cceooieiiiiiiiiieiieeeeeee e 74
4.2.4 RoSQUATE....ciiiiiecie et 75
4.2.5 Q-SQUATE oottt tae st e e ssbeesrneeenreesnnes 77
4.2.6 G00dNESS Of Fit ....eiiiieiieiieeee e 78
4.2.7 UjJi HIPOLESTS wenviiiieeiieieeieet ettt ettt ettt st 79
428 NodelStrulkturaly. B Sl Bl e i S 83

4.3 Pembahasan .........ccoooeioiiiiieiee e 84
BAB V KESIMPULAN DAN SARAN.......ooititeieieeteieste ettt esae st 88
5.14 KESImpulantiiiih.................coccoceeverveeraereeneos ibimatngtadindtind W . ........ 88
5.2 ImPlKAST TEOTILES ..eeveereieieieeieeieeieeeiteit ettt 89
5.3  Implikasi Manajerial...........ccccocevivieiienieiieninieeseeeseee e 90
54  Keterbatasan dan Saran ............ccccoeeievinieniininieneeee e 91
SRS aran . Wueee—— . SSSSSUSIN WRSR———— . S R 92
DAFTAR PUSTAKA ...ttt testestteteseesteste st sntessessessesseessessasnsessesnean 94
LCAMPIRIAN ........ WO ... 0. S SR .............. S0 104



DAFTAR GAMBAR

Gambar 1. 1 Tingkat Persentase Pengguna Internet di Indonesia dari 2018-2022. 2

Gambar 1. 2 Tampilan mobile apps Sejumlah Restoran di Indonesia...................... 4
Gambar 1. 3 Kontribusi Setiap Industri terhadap PDB Indonesia Kuartal 11-2022 5
Gambar 1. 4 Tampilan Aplikasi Mobile Fore Coffee Indonesia..........c..cccecuveueenneen. 8
Gambar 1. 5 Kedai Kopi Lokal Terfavorit Tahun 2022.............ccoecieiienienirnnnne. 12
Gambar 4. 1 Model Pengukuran ...........ccoocoeiieiiiiiiiiiecceeeeee e 75
Gambar 4. 2 Model Struktural ...........cccociiiiniiiiniiiiceeceeeceeeee e 84

Xi



DAFTAR TABEL

Tabel 3. 1 Definisi Konseptual dan Definisi Operasional 38

Tabel 3. 2 Skala Likert Lima Poin ........cccccocvinininininiiiiicnceneecee 42
Tabel 4. 1 Rincian dari Jenis Kelamin Responden ...........cccoccuevevivciieciieiienieennenne. 57
Tabel 4. 2 Rincian dari Usia Responden...........ccoocverieiieniinieniee e 58
Tabel 4. 3 Rincian dari Domisili Responden .............ccoeoveeiieiiieiieiienieeeeee 59
Tabel 4. 4 Rincian dari Pendidikan Terakhir Responden ............cccccocceninninnenne 60
Tabel 4. 5 Rincian dari Pekerjaan Responden ............coccoeviieiiiiiniiniiiieee 61
Tabel 4. 6 Rincian dari Tingkat Pemasukan Responden.............cccoeoevirieninennnen. 62
Tabel 4. 7 Rincian dari Frekuensi Pemesanan Melalui Aplikasi Seluler Responden
............................................................................................................................... 63
Tabel 4. 8 Statistik DesKriptif.........ccoveviiiiiiiiiiiieeeieeeeceeeee e 64
Tabel 4. 9 Hasil Outer Loading Uji Aktual...........ccoooiiniiiiiiiiiieeeeeee 68
Tabel 4. 10 Hasil AVE Uji AKtual........ccoooieiiiiieeeeeeeeeeeeee e 70
Tabel 4. 11 Hasil HTMT Uji AKtual........cccoeiiiriiiieeieee e 70
Tabel 4. 12 Hasil Cronbach’s Alpha dan Composite Reliability Uji Aktual......... 72
Tabel 4. 13 Hasil Outer VIF Uji AKtUal........ccocovieiieiieiiieiieieeieeieeeeee e 73
Tabel 4. 14 Hasil Inner VIF Uji AKtUAL ......ccceeviiiiiiieiieeiieieeieeeeee e 74
Tabel 4. 15 Hasil R-Square Uji AKtual .........ccoovieiiiiiiiiieeeeeeeee e 76
Tabel 4. 16 Hasil Q-Square Uji Aktual.........ccoooiiiiiiiiiiieieeeeee e 77
Tabel 4. 17 Hasil Goodness of Fit Uji AKtual...........cccoveevviviinciiniieiieiieeeeene 79
Tabel 4. 18 Hasil Uji HIPOtESIS ...c..eccuierieiieiieeiieiiereesieeieeeee e eve e evee v 80

Xii



DAFTAR LAMPIRAN

LAMPIRAN A PERTANYAAN KUESIONER.........cccooiiiiinniineecce 104
LAMPIRAN B HASIL PRETEST ... ..ot 108
LAMPIRAN C HASIL AKTUAL... ..ot 117

Xiii



