DAFTAR ISI

ABSTRAK e e e e e e et e e e e aarees \
KATA PENGANTAR ...t a e Vi
DAFTAR IST oot e st e e e s e are e e e e e breeeeans Viii
DAFTAR GAMBAR. ... e e ere e e Xii
DAFTAR TABLE ... e Xiii
BAB | PENDAHULUAN ...t snre e e 1
1.1 LatagiEelalcanilmumens. i i iy, So e, .. S ......................... 1
1.2 Pertanyaan Penelitian ............ccooeiiiiiiie i 16
1.3 TuUjuan PeNEILIAN.......cc.ecveiieie e 17
1.4 Manfaat PENelitian...........ccoooviiiiiiic e 17
Y, Lo o] o Lo L o K=o ) g [ KU 17
1.4.2 MONFOAQE PIOKLIS ....coeeeeesieeeeeeteeee sttt ettt et s et esaeenanes 18
1.5 EINgKORERENIUANY .............. SOt .. ... kv aana . . 18
1.6 Sistematika PenuUliSan...........ccooviiiiiiie i 19
BAB Il TINJAUAN LITERATUR ..o 21
22 PINlarketing .. x.............. o Y . .............. ... 21
D O R0 1o T | LY o T4 = 1 [ 1o USSR 22
2.2 Research Variable...........cooviiviiiee i 23
2.2.1 Social Media MArketing ACEIVILY .......cccuuueeeeeeeeeeciiieeie e e eeecciteeee e e eeeccsaaraeaaeeessssssaeeas 23
2. 202 Customers EXPEFienCemurrr.Fmm. Lt B N i et e eeeevrereneeens 24
2.2.3 RelationShip QUAIIEY ...........eeieeueeeesciiieesit e e et e e et e et e e st a e e tta e s saaaesssseaeennns 27
2.2.4 Three Customer Behavioral OULCOMES ............cccccuuveeieeeeeeiiiiieieeeeeeciiiieeaaseesecsvsseanans 29
2.2.5 PUICRASE INEENTION ......ovveieeeeeiieeee ettt e e e e ettt e e e e e e saar e e e e e essasseaeeas 29
D X e e 11V [ L (=T 11 Lo ¢ USRS 30
2.2.7 ParticipQtion INTENTION .........c..uvvveeieeeeeeeiiiiee ettt eeette e e e et e e e e e ssesseeaeee s 31
2.3 Pengembangan HipOteSIS........cciveiieiiieiie e 32
2.3.1 Hubungan antara Social Media Marketing Activity dan Relationship Quality ........... 32
2.3.2 Hubungan antara Customer Experience dan Relationship Quality.................cc.uuue..... 33

2.3.3 Hubungan antara Relationship Quality dan Three Customer Behavioral Outcomes..35

viii



A \Y, (oo (=] I oL 0 1= 1Y (T U (TR 38

BAB 11l METODE PENELITIAN ...ttt 39
3.1 Paradigma Penelitian ...........ccooeiiiiiiiiieseeeee e 39
3.2 TIpe PENEIILIAN....cvviiiceieceee e 40
3.3 Tingkat intervensi PENEliti.........ccccovvieiieieiie e, 40
3.4 Pengukuran Definisi Konseptual dan Definisi Operasional................... 41
S5 UNIE ANALISIS ..oviiiiiii ittt et ba e e sbae e 62
3.6 Variabel PENElItIAN ........ccuviiiviiiiii e 63
3.6.1Variabel INAEPENAEN .............oooueieiieiieeeeeeet et 64
R AR o Ta o] Y= WY L=l Lo kY TR 64
3.6.3 VAriADEI DEPENUEN ...t e et e e ttaa e st e e e e tsa e eeessaaessseaeeanes 65
3.7 Metode Pengumpulan Data ..........ccoveieieniniiieieie e 65
3.8 Proses Pembuatan KUISIONET .........ccivveeiiiiiiiiii ettt 66
3.9 Klasifikasi Data dan Informasi ReSpoNden ..........ccccoevveieneninnniiciiennn, 68
3.10 Populasi dan Sample ... 68
3.10.1 PENENLUAN POPUIGSI ........vveeieeesieeeeeee e ecee e et eettaa e e vea e e aaaaeeiaasaassssaaaeanes 68
3.10.2 PENENTLUAN SAMPE ..ot et e ettt e et a e s e e seata e s asaeaenssseaennnns 69
3.11 Metode Data ANAIYSIS .....c.oiveiieieiieieeie e 69
3.12 Menguji Kualitas Pengukuran ...........cccocoveveiieieieeseee e 70
3.13 Pengujian Instrument Penelitian.............cccocovveiiiiciieic e, 70
I UV GHOOs .. h et A . W i, R ... 70
3.13. M ROl T O S T et e e e s Trre T o sommi T rrems s A v eeeteeeasesssssneennans 71

3.14 Partial Least Square Structural Equation Modelling or (PLS-SEM)..71

315 0ULEr MO L. ..o 72
3.16 INNEF MOGEL ... e 73
T A o (- - TP USRS 75
3.18 Hasil Pre-Tes Validitas..........ccccveiieeiieiie i 76
3.19 Validitas KONVErgen Pre-TES ......cccceviiiririeiiiieiene e 76
3.20 Validitas Diskriminan Pre-TeSt........cccviveiieiiie e 81
3.21 Hasil Keandalan Pre-tes .........ccoeiveeiieiie e 86
3.22 Average Variance Extracted (AVE).......cccooiiieiineni i 88
3.23 R-SQUAIE VAlUL.....c.eeeiiie ittt 89



BAB IV ANALISIS DATA DAN PEMBAHASAN ......ccooiiiiiiie 92

4.1 Profil RESPONUEN .....oviviiiiiiiiciiee e 92
4.1.2JNIS K@IAMIUN.....ceeieeeiieeeet ettt ettt 92
O B U L 1o OSSP USROS 93
G.1.3 DOMUSIIT e sttt ettt 93
.14 PENAITIKGN ...ttt ettt sttt 94
4.1.5 Profesih........ 8 .. .. ... SO . 95
4.1.6 Penghasilan BUIGNGN ............c.cocueveemeesiieiieiieieeiesee ettt 95
4.2 Statistik DesKIPtiT.........cccooiiiiii e 96
4.2.1 Statistik deskritptif Social Media Marketing ACtiVity ..........ccceeecveeeeeviveeeeiiieeeiiieneenans 96
4.2.2 Statistik deskriptif CUStOMEr EXPEIi@NCE. .........cccueevueeeveeeiiiesieesiieesee e esieeeas 97
4.2.3 Statistik deskriptif Relationship QUALILY............cc.coovveveeeiiieniiesiieseeesie e 98
4.2.4 Statistik deskriptif PUrchase INteNtioN ................cccveeeecuueeeeiiereeeirieeeeiieeeesiieeessiseseenans 99
4.2.5 Statistik deskriptif [0yalty INtENTION ...........ccccuueeeeieieeeeiieeecceee e eecveeeecaa e eaee 100
4.2.6 Statistik deskriptif PartiCipant INt@NtION ............ccccueeeeecveeeecciireeiiieeesciiieeeiieeessieeenn 101
4.3 Measurement Model ... 103
4.3.1 Uji VOlIditAS KONVEIGEN .......ccccueveeeeeiieeeeiiieeeeiieeesteeesstvaeesteaessseaaessssssssssnasssnseaeens 103
4. 3'25ConStructiReliaDilit et e 1. . SN ... ool 111
4.3.3 COMPOSItE REIIADIIILY ...coeveeaneeeiieeieeeeeeceeeie ettt eee st e e e e e ettt e e e e e e sssassraeaa s 112
4.3.4 Average Variance EXraCted (AVE).....ouuueeeeeeeeieesieeeeeee et eseaeeseveeeesaaaaesirana e 112
4.4 Discriminant Validity .........coooiiiiiieniseeeee e 113
4.4.1 Heterotrait MONOEIQit (HTIMT)..........oeeeeeeeeeeeeeeeeseieeeeeeeeesteeeestaaeestvaaeessaaaeevana e 113
4.5 Structural Inner Model ... 114
4.5.0 COICNUAITLY (VIF) weveaeeeeeeeee ettt ettt e et e e et e e eaasaaeesasaaeeeasanaans 115
I £ Yo [ o =N 116
G533 FSQUOTE s sbsbsbassssnssnssanannnnnen 118
4.5.4 Blindfolding (Q2 VAIUE).........coeeeeeeeeeeeeeeeeeereeeeeeeteteeesssassesesstsissssssessssesssasans 119
4.6 PLS PrediCl.....c.ooiiiiiie ittt 120



4.7 Importance Performance Map Analysis (IPMA) .........cccooiiiiinienn, 124

4.8 UJI HIPOTESIS ...ttt 128
4.8.1 DiSKUSI HIPOTESIS ..ottt st 131
BAB V KESIMPULAN DAN SARAN ..ottt 151
5.1 Kesimpulan penelitian ...........ccooooeiiiiiiiiiiiccee e, 151
5.2 Implikasi Teoritikal ...........ccooeiiiiiii e, 152
5.3 Implikasi Manajerial..........ccccoeiieiiiiiiiese s 153
5.4 Limi{ESi, .0 umeees S Pt B, Dy, o et 0 ....................... 155
5.5 Rekomendasi Penelitian Selanjutnya ............ccooeieieiiiencnienceeee, 157
DAFTAR RUSTEAISASES . ... W AN A, ... 159
LAMPIRAN A ettt ettt bbbt b et b e ettt bbb nnns 166
LAMBIRAN B . . ... .................... A SRS T, 174
LAMPBIRAN G S-S ................. A St SN .. 183

Xi



DAFTAR GAMBAR

Gambar 1. 1 Jumlah pengguna internet di seluruh Dunia ...........c.ccccccveneneee 1
Gambar 1. 2 Jumlah pengguna internet di Indonesia dari tahun 2017 hingga

2022 dengan perkiraan hingga tahun 2028.............cccccoceieii i 3
Gambar 1. 3 Pengguna sosial media Indonesia 2017-2026............c.ccccccverveennene. 4

Gambar 1. 4 Platform social media dengan penggunaan terbanyak di dunia

Gambar 1. 5 Survei fitur siaran langsung social media ...........cccccoevevieieenene, 6
Gambar 1. 6 Perkiraan pendapatan produk perawatan diri dan kecantikan

di INAONESIA 2014-2027 ....cooviieiiiiiieeee ettt 8
Gambar 1. 7 Perbandingan Penjualan Online dan Offline di Indonesia......... 9

Gambar 1. 8 Merek-merek skincare yang paling disukai di Indonesia hingga

ARBMIE20238, .................. S;EEE v DeRS— ................ 00 AN 10
Gambar 1. 9 10 Brand Skincare Terlaris di E-Commerce.............cc.ccoceevnenne 11
Gambar 2.1 Model Penelitiaf=x...<.ail th . e T Rl 38
Gambar 3. 1 Hasil Pre-teSt PLS.......ccccoiiiiiiicieeeee e 90
Gambar 4. 1 Outer Model ... e e 103
Gambar 4. 2 Bootstrapping Model ..o 115

Xii



DAFTAR TABLE

Table 3. 1 Perbedaan Tingkat Interferensi Peneliti............cccooevveiiiiiicennns 41
Table 3. 2 Tabel Definisi Konseptual dan Definisi Operasional...................... 43
Table 3. 3 Summary of Outer and Inner Model Rule of thumb.................... 74

Table 3. 4 Hasil Pre-tes Uji Validitas Konvergen (Social Media Marketing
AcCtivity)..... S T, O T N s o SRR L............ccovcveeee 77
Table 3. 5 Hasil Pre-tes Uji Validitas Konvergen (Customers Experience) .. 77
Table 3.6 Hasil Pre-tes Uji Validitas Konvergen (Relationship Quality) ...... 78
Table 3. 7 Hasil Pre-tes Uji Validitas Konvergen (Purchase Intention) ........ 79
Table 3. 8 Hasil Pre-tes Uji Validitas Konvergen (Loyality Intention).......... 80
Table 3. 9 Hasil Pre-tes Uji Validitas Konvergen (Participant Intention) ..... 80
Table 3. 10 Hasil Pre-tes Validitas Diskriminan (Social Media Marketing
AGHVIB)TER ... e RS MAclRRRRRNRRRR .. . ............ S0 CO8 81
Table 3. 11 Hasil Pre-tes Validitas Diskriminan (Customers Experience).... 82
Table 3. 12 Hasil Pre-tes Validitas Diskriminan (Relationship Quality)....... 83
Table 3. 13 Hasil Pre-tes Validitas Diskriminan (Purchase Intention).......... 84
Table 3. 14 Hasil Pre-tes Validitas Diskriminan (Loyalty Intention)............. 84

Table 3. 15 Hasil Pre-test Validitas Diskriminan (Participant Intention)..... 85

Table 3. 16 Pre-Test Outcome Discriminant Validity Test- HTMT.............. 86
Table 3. 17 Reliability Test Outcome for Cronbach’s Alpha......................... 86
Table 3. 18 Reliability Test Outcome for Composite Reliability .................... 87

Table 3. 19 Reliability Test Outcome for Average Variance Extracted......... 88

Table 3. 20 Hasil Uji R-SQUAIE ..o 90



Table 4. 1 Responden Berdasarkan Jenis Kelamin ..........ccccooeviiiniinnennnnne 93

Table 4. 2 Responden Berdasarka UmuU T ...........cccooviiiiiiiniencenc e 93
Table 4. 3 Responden Berdasarka DOmISili..........cccooeviiiiiiinieeniiie e 94
Table 4. 4 Responden Berdasarkan Pendidikan .............ccccoocoviviiiiininncnnnnne 94
Table 4. 5 Responden Berdasarkan Profesi.........cccocevveveiieieennse e 95
Table 4. 6 Responden Berdasarkan Pendapatan ............cccooeveneneiencnnnnnnn. 96
Table 4. 7 Statistik deskritptif Social Media Marketing Activity ................... 97
Table 4. 8 Statistik deskriptif Customer EXperience.........ccccoocevvrvnenennnnnnn. 98
Table 4. 9 Statistik deskriptif Relationship Quality..........ccccocveiininiiinnnn. 99
Table 4. 10 Statistik deskriptif Purchase Intention ............cccoceoviiinininns 100
Table 4. 11 Statistik deskriptif Loyalty Intention ............cccooceviiiiiiiiinn, 101
Table 4. 12 Statistik deskriptif Participant Intention .............ccccccovcenvnnnnns 102

Table 4. 13 Hasil Uji Validitas Konvergen Social Media Marketing Activity
(loweR OrderCORSTIr UCL) et e oo e Pt v n sl oo 104
Table 4. 14 Uji Validitas Konvergen Social Media Marketing Activity
(Higher, 0rder—GaRsEFUCE).........oorrr: wiimvea e 4l e e snanaati e e s evasresensrnsansns 105
Table 4. 15 Hasil Uji Validitas Konvergen Customers Experience (Lower
Order CONSTIUCTE).....c.viiiiiieie e 105
Table 4. 16 Uji Validitas Konvergen Customers Experience (Higher Order
CONSTIUCT) .ottt bbbttt bbbt 107
Table 4. 17 Hasil Uji Validitas Konvergen Relationship Quality (Lower

Order CONSTIUCTE).....c.viiiiiierie e bbb 107

Xiv



Table 4.

18 Uji Validitas Konvergen Relationship Quality (Higher Order

(0] 0157 1 ¢ U o1 1 ORI PPRR 108
Table 4. 19 Hasil Uji Validitas Konvergen (Purchase Intention) ................. 109
Table 4. 20 Hasil Uji Validitas Konvergen (Loyality Intention)................... 110
Table 4. 21 Hasil Uji Validitas Konvergen (Participant Intention).............. 110
Table 4. 22 Hasil Pengujian Construct Reliability...........ccccccoovviiviniiiiens 111
Table 4. 23 Hasil Pengujian Composite Reliability...........cccccoooiiinninnnns 112
Table 4. 24 Hasil Pengujian Average Variance Extracted .............ccccocevenene 112
Table 4. 25 Hasil Pengujian Heterotrait Monotrait............ccccccoveveveiieieenns 113
Table 4. 26 VIF INNEr MOCEL..........oiieiiieciee e 116
Table 4. 27 Hasil Pengujian R-SQUAIE ........cccooiiiiiiiiiiinieeeese e 117
Table 4. 28 F-square Actual TeSt ReSUIt...........cocovievieiiiieece e 118
Table 4. 29 Hasil Pengujian Q-SQUAIE .........ccccceiiririiiiiiiieieie e 119
Table 4. 30 Hasil Pengujian PLS PrediCt...........ccocoviiiininiiiiesc e 121
Tabl@AE3ECVRAT ... e R e ... 123
Table 4 B2IPMAT .o i e B e resatl e vevevenens 125
Table 4. 33 Hasil Uji Hipotesis Direct Effect..........cccocvvviiiiiiiiiins 128
Table 4. 34 F-square Actual TeSt ReSUlt ...........ccoviveiiiiiieice e 193

XV



