DAFTAR ISI

ABSTRAK .ottt e et e vi
ABSTRACT ..ttt bbbttt bbbt ne e vii
KATA PENGANTAR. ..ottt viii
BAB | ettt reene e 1
PENDAHULUAN ...ttt sttt nneas 1
1.1 Latar Belakang Penelitian ...........ccccccovveieiieiicie e 1

1.2 RUMUSAN MasSalah ...........cooiiiiiiieiie s 7

1.3 Tujuan Penelitian ........cccccoeivieiieie e 8

1.4 Manfaat Penelitian ..........cccooiiiiiiiiiiiee s 9
141 Manfaat TEOIIS....ccciiiieieeiesie e 9

1.4.2 Manfaat PraktiS ..........ccoouvieere ittt 10

1.5 Sistematika PENelitian .................ociiiiiinisiiesis e 10
BAB I .....c....... /ATREER .. ......................on W IS, 12
TINJAUAN PUSTAKA ...ttt caieaesnestasnsine sk ssesnesse e sneaneaneas 12
2.1 Konsep Variabel...................oociiiiiiiiii i sttt 12
2.1.1 - E-Service QUANILY ........ccccuiiiiieieieii sttt 12

2.1.2 - SaleS ProMOLION ...........coiueiueieeieenneaneeseeeee et smnnns s seeeseesseesseeneens 14

2.1.3° Brand IMAGE..........cc.eiuveiieeiieir ceiteesiasiee et ee s te e sre e sne e 16

2.1.5 Customer LOYaIY ..okt 20

2.2 Pengembangan HiPOTESIS .. uuiueiiaeeiinee et ssninee st e 20
2.2.1 Hubungan antara E-Service Quality-terhadap Perceived Value....... 20

2.2.2 Hubungan antara Sales Promotion terhadap Perceived Value ..... 22

2.2.3 Hubungan antara Brand Image terhadap Perceived Value........... 25

2.2.4 Hubungan antara E-Service Quality terhadap Customer Loyalty . 26
2.2.5 Hubungan antara Sales Promotion terhadap Customer Loyalty ... 29

2.2.6 Hubungan antara Brand Image terhadap Customer Loyalty......... 31

2.2.7 Hubungan antara Perceived Value terhadap Customer Loyalty ... 32

2.3 Model Penelitian .........cccoiieiieeciece e 34
BAB L.ttt nes 36
METODE PENELITIAN .....ooii ittt 36
3.1 ODbjek Penelitian........ccccoiiiiiieiiieiese et 36

3.2 UNIEANGIISIS coviieeciee et 36

3.3 Tipe Penelitian .....cccveeiiieiiece e 37

3.4 Operasionalisasi Variabel Penelitian ..........ccocooviiiiiiniiniiins 38

3.4.1 E-Service QUAality ..o 38



3.4.2  SAlES PrOMOTION ...t 39

3.4.3  Brand IMage......ccceeiiiiiieiecee et 39
3.4.4  Perceived ValUE ........ccoviiiiiieciee e 40
3.4.5 Customer Loyalty .......ccooveiiiieiice e 40
3.5 Populasi dan Sampel ... 41
3.5.1 Penentuan Jumlah Sampel ............cccooiiiiiiiii 41
3.5.2 Metode Penarikan Sampel ..........ccccoevvevieiiiiiei e 42
3.6 Metode Pengumpulan Data...........cccooeriiiriiiiinieicce e 43
3.6.1 Skala Pengukuran E-Service Quality..........cccocervriniinneiienieninns 43
3.6.2 Skala Pengukuran Sales Promotion............ccccceevviviciveneciiesnennnnn 44
3.6.3 Skala Pengukuran Brand Image...........c.cccoevvevveieiieieene e 45
3.6.4 Skala Pengukuran Perceived Value.......cco.coovviiininiiiiiinn, 46
3.6.5 Skala Pengukuran Customer Loyalty ......ccc.coovevieiiieieeneiiesiene 46
3.7 Metode ANALISIS Data...........ccooviierieniiiesieaiess cinee i 46
3.7.1  AnaliSIS SEM-PLS ..........ooiiiiieieiie i it 47
3.7.1:1  Pengujian Outer MOdel ......cccveiueiiieniies ittt 49

1. Pengujian Validitas KONVEIGEN........cccc...oveeiatinaiieineiesieieenns 50

2. Pengujian Validitas DISKFAMINGN ...c........cooeiniienieiescicncsens 50

3. Pengujian Reliabilitas KOmMpPOSIt...............ccccocmvaieeieeieeeceee 51
3.7.1.2 " Pengujian Inner Model.....................cccioe i 52

1. ~Penilaian Goodness of fit model Struktural.................cocooeen. 52

2. 'Evaluasi Koefisien Jalur dan Pengujian Pengaruh Langsung.... 52

3. Pengujian Pengaruh Simultan ...................ic oo 53

4.  KoefiSien DeterMiNaSi......ccciiiveiiereiiiteeeeaiesieeseseesieeeeseeeneas 54

BAB IV e i ettt ettt ne e enes 55
HASIL PENELITIAN DAN PEMBAHASAN .....cccoiiiiieeeee s 55
4.1 HaSil PENEIITIAN ..o 55
4.1.1 Deskripsi Karakteristik Responden...........ccccccovvevvevieieeseesesneee. 55
4.1.2 Deskripsi Variabel Penelitian .........c.ccccoviiiiiiiiiiiic e 58
4.1.3 ANaliSiSSEM PLS .......ccooiiiicceceee e 63
4.1.3.1 Pengujian Outer Model ..........ccoeivieiiiiiiciece e 64

1. Convergent Validity ........cccoovveiiiiiieiie e 65

2. Discriminant Validity.........ccooeveriiiiiiiniieeeeese s 67

3. Composite Reliability...........ccccovviiiiiii e 70

4. Penilaian Goodness of fit model ...........cccooeiiiiniiniiiie, 71

4.1.4.2 Pengujian Inner Model (Pengaruh Antar Variabel)............... 73



1. Pengaruh LangSUNG ......ccccooveiieiieeiieiieieesie e e esie e sie e sne e 74

2. Koefisien DetermMiNasSi.........ccorvererieieeniesieseesieseeseesie e seee s 77

4.1.4.3 Penguji Hasil HIPOtESIS.......ccoeiiiiriiiiiiieecec e 78

4.2 PembDaNasan.........ccoiiiiiiii s 82
4.2.1 Pengaruh E-Service Quality Terhadap Perceived Value.............. 82
4.2.2 Pengaruh Sales Promotion Terhadap Perceived Value................. 83
4.2.3 Pengaruh Brand Image Terhadap Perceived Value ...................... 84
4.2.4 Pengaruh E-Service Quality Terhadap Customer Loyalty............. 85
4.2.5 Pengaruh Sales Promotion Terhadap Customer Loyalty............... 86
4.2.6 Pengaruh Brand Image Terhadap Customer Loyalty.................... 87
4.2.7 Pengaruh Perceived Value Terhadap Customer Loyalty............... 87
BABV..vvvvei i R ot oo oyl e 89
KESIMPULAN DAN SARAN ...citmumsuneseereiitrienresbassssbasesseaseeseeseessessessesessesses 89
5.1 KeSIMPUIAN c.cooiii s o e 89
5.2 Implikasi Man@Jerial ...............cooaibereiiiieiinne bt 90
5.3 Keterbatasan dan SAran...........eeeieieieatariionsteanien i se e 91

DAFTAR PUSTAKA L b et b 93



