DAFTAR 1Sl

HALAMAN JUDUL
PERNYATAAN DAN PERSETUJUAN UNGGAH TUGAS AKHIR...... I

LEMBAR PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR.. ii

LEMBAR PERSETUJUAN TIM PENGUJI TUGAS AKHIR............ccoeeee. v
AB ST R A K . L i . (e . ............. v
AB S TR A K e rrr s e B T, vi
KATA PENGANTAR ... vii
DAE TARIS . S ... USRS RS A .. 10 e X
DAFTAR GAMBAR ... Xvii
DAFTAR TABEL ......ovii it XiX
DAFTAR GAMBAR ...t XXiii

BAB|l PENDAHULUAN

1.1 Latar Belakang Penelitian.............cccovveiiiincicisesiencciecen 1
T2 BatasanMasalah. ... o mmmre e e e e 22
11.3RUMUSAN Masalah .........cccooiiiiiiiiiiie 22
11.4Tujuan Penelitian .........cccoooiviiiiec e 24
11.5Manfaat Penelitian ............cccoooviiiiiiiiii e 25

11.5.1 Manfaat TEONILIS........ccccveriiiiiiieieeree e 25

11.5.2 Manfaat PraktiS...........ccccoeiiiiiiiiiiiicec e 25
11.6 Sistematika PenuliSan...........ccooviiiiiiiiiiiiie e 26



BAB Il TINJAUAN PUSTAKA DAN PENGEMBANGAN HIPOTESIS

2.1 Landasan TEOMM......ccuiiiiiiiieiii et 28
2.1.1 WED DESIGN....ceiiiiiiieiie et 28
2.1.2 Reliability ....c.ccviieiee e 29
2.1.3  RESPONSIVENESS .....vvieiieiiiieiiiee sttt 31
2.1 4 THUSE ..ottt 32
RS _RESONAlIZation Bos. ote e, .. A s 33
R G PerCeiVed RS i A e 35
2.1.7 Perceived Content Control.........c.cccoeviieiiieiiieiiieieeninn 36
2.1.8 Content ADEQUACY .......c.veerieeiiieiiiieniiesiie s siee e 37
2.1.9 Content USefulNess .........cccceeeerneinesriiinnnnnnee e sneseesnens 38
2.1.10 WeDb INNOVALIVENESS........coivviiiiieiieieeceece e 39
2.1.11 INtEractiVity .......coovveriiiirieiee st 40
2.1.12 Easelof il se, . . B e eeeeeeee et Tl 41
2.1.13 ACCESSIDIILY ...eeiivreiiiee et 42
2.1.14 Overall Service Quality........cccccovieiiiiiiiiii e, 43
2.1.15 Customer SatiSfaction ............ccccevveriieiiiiiiiccc e, 45
2.1.16 ReViSit INTENTION ......ccveiiiiiiiiiiicsce e 46

2.2 Penelitian Terdahulu..........cccoooviiiiiiiii e 47

2.3 Pengembangan HIpotesiS..........coveeiiiieiiiic i 49

2.3.1 Pengaruh Web Design terhadap Overall Service
QUATILY. ...t 49

2.3.2 Pengaruh Reliability terhadap Overall Service

Xi



2.3.3 Pengaruh Responsiveness terhadap Overall Service
QUATTEY .. 51

2.3.4 Pengaruh Trust terhadap Overall Service Quality ............. 51

2.3.5 Pengaruh Personalization terhadap Overall Service
QUATTEY ..o 52

2.3.6 Pengaruh Perceived risk terhadap Overall Service

2.3.7 Pengaruh Perceived Content Control terhadap Overall
Service QUAalITY ......ocvvviiieiie e 53
2.3.8 Pengaruh Content Adequacy terhadap Overall Service
QUELLY ................. e .......... B eseee el 54

2.3.9 Pengaruh Content Usefulness terhadap Overall Service

2.3.10 Pengaruh Web innovativeness terhadap Overall Service
Quahiy .. &5 1. N N, Wi B . ......... 55

2.3.11 Pengaruh Interactivity terhadap Overall Service

2.3.12 Pengaruh Ease of Use terhadap Overall Service
QUANILY ... 56

2.3.13 Pengaruh Accessibility terhadap Overall Service
QUALILY. ... 57

2.3.14 Pengaruh Overall Service Quality terhadap Customer

Xii



SAtISTACTION ..

2.3.15 Pengaruh Customer Satisfaction terhadap Revisit
INEENTION ..
2.4 Model PENEIILIAN .....ccveiviiiiiiiieee e

2.5 Bagan Alur Berpikir........ccccooiiiiiiiiiie e

BAB Il METODOLOGI PENELITIAN

BAB IV

3.1 Jenis Penelitian dan Jenis Data ............cccovvvveneiiiieiiienieciee s
3.2 Populasi dan Sampel ..o
BI2NLROPUIAS] ........coovvererererernnen oiitimeag el AR
G2 20mSAMPEl:................... A, ... 0
3.3 Metode Pengumpulan Data............cccovveiiireeiine e siee e
3.3.1 Jenis dan SUMDEr Data..........cccvevreniiiniiiceeeeeeeeee e
3.3.2 Teknik Pengumpulan Data..............cccoveevireiiiieeiiiee s,
3.4 Definisi Operasional dan Pengukuran Variabel ............................
8.5 Metode Analisis—Batas.. I e s T8 o oot e
3.8 Uji Reliabilitas
ANALISIS DATA DAN PEMBAHASAN......cccooiiiiiiiiieneseaeees

4.1 Gambaran UmMUM ...... et

.11 SROPEE.....eeee et
4.2 ANALSIS Data.......ccuviiiieiiiecie e
4.2.1 Deskripsi Profil Responden............ccccovveeviiiiiieeiiiiineeen,

4.2.1.1 Jenis Kelamin Responden............cccceevviiineeninnnn.

Xiii



4.3

4.4

4.2.2.2 Usia RESPONUEN ......oveiiiiiiiiiiieiieeee e 99

Tanggapan ReSPONAEN ........cccveiiieiiiiieie e 100
Analisis Deskriptif Responden.........cccooevvvenieiiiennnenn 122
4.4.1 Penjelasan Responden terhadap Web Design ...... 122
4.4.2 Penjelasan Responden terhadap Reliability......... 123

4.4.3 Penjelasan Responden terhadap Responsiveness 125
4.4.4 Penjelasan Responden terhadap Trust................. 126
4.2.1.2 Penjelasan Responden terhadap Personalization 127
4.2.1.3 Penjelasan Responden terhadap Perceived Risk 130

4.2.1.4 Penjelasan Responden terhadap Perceived .....
Content Control..........c.cooviiiiinii e, 131

4.2.1.5 Penjelasan Responden terhadap Content Adequacy

4.2.1.7 Penjelasan Responden terhadap Web
IOV At VENES e nirrreamsvs s At d ananantaa s atlhe e s reerneesareess 134

4.2.1.8 Penjelasan Responden terhadap Interactivity.

Xiv



4.2.1.11 Penjelasan Responden terhadap Overall Service
Quality 139

4.2.1.12 Penjelasan Responden terhadap Customer
SAtISTACTION ..o 141

4.2.1.13 Penjelasan Responden terhadap Revisit Intention

.................................................................................... 142
4.2.2 Hasil Pengujian Kualitas Data..........cccccooervnenineinnnnee 144
4.2.2.1 Uji Normalitas Data............cccoeerveiiiienineniieinnene, 144
4.2.2.2 Univariate OUthier.......cccoocevviiiiniiiciice e, 146
4.2.2.3 Multivariate OUtlier ...........ccccvvieiiienieiieie, 148
4.2.2.4 Uji Multicolinearity dan Singularity.................... 149
4.2.3 Analisis Measurement Model ..............ccooveeiiiiniinicnnn, 150
4.2.3.1 Uji VAIIAIY ... 150
4.2.3.2 Uji REHADIIY ... eeee s 153
4.2.4 Analisis Full Structrural Equation.............ccccccoveevivveennnen. 155
4.2.5 Hasil Pengujian HIPOLESIS ........ccceeiiviveiiire e 159
4.2.6 Pembahasan .. .o i et e e 167
4.2.6.1 Pembahasan Variabel ..............ccccooeniiiiiinnn 167
4.2.6.2 Pembahasan Indikator .............ccccoveiieniiiiinennn 177
BAB YV  KESIMPULAN ... 213
5.1 KeSIMPUIAN .....ccviiiiiec e 213
5.1.1 Simpulan atas HIPOteSIS..........ccuveeeiiiiiee i 214
5.1.2 Simpulan atas Masalah Penelitian .............ccccccovvieveeiinnnn. 226

XV



5.2 IMPIKAST ... 229

5.2.1 IMPliKasi TEOIIIS. ....c.vveiiieriieiie e 229

5.2.2 Implikasi Manajerial...........c.ccoevvieiiiiie e 233

5.3 REKOMENAASI.....ccuvieiiieiii e 246
DAFTAR PUSTAKA ettt e 247

XVi



DAFTAR GAMBAR

Gambar 1.1 Survei Penetrasi Internet di IndONESIa ..........ccocovvivrernirenenne,
Gambar 1.2 Data Pengunjung Terbanyak ..........c.cocooeerrrereiennsieneeenennns
Gambar 1.3 LOQO SNOPEE ....coiiiiiieirieerrrie e
Gambar 1.4  Tampilan SNOPEE .......ccoiviiiiice e
Gambar 1.5  Tampilan Metode Pembayaran .........cccccveveinieneneiine e,
Gambar 1.6~ Tampilan Daya Tanggap ........ccceeeereermrermsieierenesieeseeiesesaesenns
Gambar 1.7  Tampilan Konfirmasi SNOPee .........cccoevveveeieiesiseseesiieenens
Gambar 1.8  Tampilan Personalisasi Pembeli ...........cccocoovieiivcivicisicee,
Gambar 1.9  Tampilan RiSIKO ........ccoviieiiiiieieisesessee e
Gambar 1.10 Tampilan Kontrol Pengguna ..........ccccceeoeveviereneieccreee e
Gambar 1.11  Tampilan Konten SNOPEE .........cccceeviievieviiicesee e
Gambar 1.12 Tampilan Manfaat SNOPEE ........cccceevvveveeiii e
GambaR@ii3 4 Eit-Shepte = k. (i W B . MWt LY.
Gambar 1.14  Fitur INteractivity .........cccovvieiicieie e
Gambar 1.15  Tampilan Profil ...
Gambar 1.16  Tampilan DeKSLOP .......ccvivererieiieieissesese et
Gambar 1.17 Tampilan Aplikasi SNOPEE .......cccccevevveiieiiice e,
Gambar 1.18  Komentar KONSUMEN ..........couiueieirririsiee s

Gambar 1.19 Tampilan Promo Menarik ............ccccevveiieieieiese e

Gambar 2.1  Model Penelitian Jurnal Utama ..........eoveeeeoeeeeeeeeeee e

XVii



Gambar 2.2

Gambar 2.3

Gambar 3.1

Gambar 4.1

Gambar 4.2

Gambar 4.3

Gambar 4.4

Gambar 4.5

MOEI PENEIITIAN ... e e e e e 59

Bagan Alur BerpiKir ..o 64
Diagram alur kerangka pemikiran teoritis ...........cc.coevvrennnns 85
Jenis Kelamin Responden...........coccoorviennncccinsccs 99
Usia RESPONUEN ...t 100
Statistik Deskriptif Z-SCOre..........ccooevviirviiiercc e 125
Hasil Estimasi Model Pengukuran ...........ccococeoeveinniinininnns 129
Hasil Estimasi Model Struktural ..., 133

XVii



DAFTAR TABEL

Tabel1.1 Daftar E-commerce Dengan Jumlah Pengunjung Terbesar di

Indonesia Bulan Januari — Februari Tahun 2023 ..............cccoevennen. 3
Tabel 3.1 Desain INti KUBSIONET.........cccviiiiiiiiiiierieeee e 69
Tabel 3.2 Definisi Operasional Variabel ..............ccccoviiiiiiii 73
Tabel 3.3 Keterangan Indikator KONStruk ...........cccoceeiiiiiiniiciccee 82
Tabel 3.4 Keterangan Hubungan Antar KONnStruK...........cccceivveiiiiieniicinennnn, 86
Tabel 3.5 Hasil Konversi ke dalam Persamaan Model Pengukuran Konstruk

Eksogen dan ENdOgen...........oouiiiiiiiie i 88
Tabel 3.6  Indeks Pengujian Kelayakan Sebuah Model

(Go0odness Of Fit INAEX) ....eveviveeeeiiieeciie e 94
Tabel 4.1 Jenis Kelamin ReSPONAEN ........eeeiieieiiiiieiiiie e 98
Tabel 4.2 UsSia RESPONAEN ......ccvvie et 99
Tabel 4.3 Derajat Penilaian Skala Likert 5 Poin.............ccccovveeiiieciiiec e, 101
Tabel 4.4 Tanggapan Responden terhadap Web Design ...........cccooveeivveennnennne, 101
Tabel 4.5 Tanggapan Responden terhadap Reliability................ccoeevvieennnnne, 103
Tabel 4.6 Tanggapan Responden terhadap Responsiveness.............ccccvveevveeenne. 104
Tabel 4.7 Tanggapan Responden terhadap Trust............coceeeviveeiiiiecciie e, 105
Tabel 4.8 Tanggapan Responden terhadap Personalization...............cc..ccve...... 106
Tabel 4.9 Tanggapan Responden terhadap Perceived RisK ............ccccceeviivineennn 108
Tabel 4.10 Tanggapan Responden terhadap Perceived Content Control............. 109
Tabel 4.11 Tanggapan Responden terhadap Content Adequacy............ccccevvveenns 110

XiX



Tabel 4.12 Tanggapan Responden terhadap Content Usefulness ........................ 111

Tabel 4.13 Tanggapan Responden terhadap Web Innovativeness........................ 113
Tabel 4.14 Tanggapan Responden terhadap Interactivity............ccccceevcveerieenne 114
Tabel 4.15 Tanggapan Responden terhadap Ease of USe...........ccccccveviveennnnnnn 115
Tabel 4.16 Tanggapan Responden terhadap Accessibility...........ccccveviveerinnnnn 117
Tabel 4.17 Tanggapan Responden terhadap Overall Service Quality................ 118
Tabel 4.18 Tanggapan Responden terhadap Customer Satisfaction................... 119
Tabel 4.19 Tanggapan Responden terhadap Revisit Intention........................... 121
Tabel 4.20 Disribusi Jawaban Responden terhadap variabel Web Design......... 122
Tabel 4.21 Distribusi Jawaban Responden terhadap variabel Reliability........... 123

Tabel 4.22 Distribusi Jawaban Responden terhadap variabel Responsiveness 125
Tabel 4.23 Distribusi Jawaban Responden terhadap variabel Trust .................. 126

Tabel 2.24 Distribusi Jawaban Responden terhadap variabel Personalization

Tabel 4.25 Distribusi Jawaban Responden terhadap variabel Perceived Risk 129

Tabel 4.26 Distribusi Jawaban Responden terhadap variabel Perceived Content
CONtrol ... e . ..........ccoueerereerrnesnersans 130

Tabel 4.27 Distribusi Jawaban Responden terhadap variabel Content Adequacy

XX



Tabel 4.28 Distribusi Jawaban Responden terhadap variabel Content Usefulness

...................................................................................................... 134

Tabel 4.30 Distribusi Jawaban Responden terhadap variabel Interactivity ........ 135
Tabel 4.31 Distribusi Jawaban Responden terhadap variabel Ease of Use ........ 137
Tabel 4.32 Distribusi Jawaban Responden terhadap variabel Accessibility ....... 138
Tabel 4.33 Distribusi Jawaban Responden terhadap variabel Overall Service

QUENTEEEES .........ceeeervcrrerrreeren B R 140
Tabel 4.34 Distribusi Jawaban Responden terhadap variabel Customer

SaticlACHIGRINESENE . ... ... iy &R 141
Tabel 4.35 Distribusi Jawaban Responden terhadap variabel Revisit Intention

...................................................................................................... 142

Tabel 4.36 Uji NOrMAalitas ........cccvveiiiieiiiie e 144
Tabel 4.37 Uji Multivariate OULHEr .........cccooiiieiiiieiee e 148
Tabel 4.38 Hasil Muliticolinearity dan Singularity............cccccoeeveeviieeiiieecinnen, 149
Tabel 4.39 Hasil Uji Validitas KONSLIUK .........ccccooieiiiiiiiiie e 152
Tabel 4.40 Hasil Uji Reliabilitas KONStruK............ccccocoviiiiiiiiiic e 154
Tabel 4.41 Indeks Kecocokkan Model SEM (Goodness of Fit) ..........ccceceuvee. 156
Tabel 4.42 Hasil Uji signifikansi Pengaruh Antar Variabel .................ccccccoe.. 158
Tabel 4.43 Hasil Uji HIPOESIS .......ccooviieiiie e 159
Tabel 4.44 Indikator Variabel Web DeSign..........cccovveeiiiiiie i 178
Tabel 4.45 Indikator Variabel Reliability..............ccovveeiiiiii e, 180
Tabel 4.46 Indikator Variabel RESPONSIVENESS.........ccovvviiiiieiiiieeiiie e 182

XXi



Tabel 4.47

Tabel 4.48

Tabel 4.49

Tabel 4.50

Tabel 4.51

Tabel 4.52

Tabel 4.53

Tabel 4.54

Tabel 4.55

Tabel 4.56

Tabel 4.57

Tabel 4.58

Tabel 4.59

Tabel 5.1

Tabel 5.2

Indikator Variabel TrUSE.........cocoviiiieiie e 184
Indikator Variabel Perceived RiSK..........cccooviiiiiiiiiiiiiiciicee 187
Indikator Variabel Personalization.............cccooeviiiniiieniiciee, 189
Indikator Variabel Perceived Content Control .............ccccceovinene 192
Indikator Variabel Content Adequacy.........cccocverveiieeiiieninieieeenn 193
Indikator Variabel Content USefulness...........cccovveiiiiiiienicinenn, 196
Indikator Variabel Web Innovativeness ............ccccceviiiiiiccinenn. 198
Indikator Variabel INteractivity ..........cccccoviviiieiiiiiiiie e 200
Indikator Variabel Ease Of USE.........ccoivviiiieiiiieiie e 202
Indikator Variabel Accessibility..........ccoooviiiiiiiniiii 205
Indikator Variabel Overall Service Quality .............ccccveeviveeriennnne, 208
Indikator Variabel Customer Satisfaction..............ccccccvvvriveiiennnn, 209
Indikator Variabel Revisit INtention............cccccevviiiiiiieiciieen, 211
IMPIIKAST TEOTTEIS...eeeeivieeiiie ettt 229
Implikasi Manajerial.............cocoveeiiiiiiiie e 243

XXii



Lampiran A.
Lampiran B.
Lampiran C.
Lampiran D.

Lampiran E.

DAFTAR LAMPIRAN

KUBSIONET ... 266
Tabulasi Data KUESIONEY .........coeeiirirrieieeseees e 229
Hasil Uji Statistik DesKriptif............ccooveiniinciine s 251
STRUEANQOSE, RIS, ST SR SR . ... 256
Hasil Turinitin Check ... 280

XXii



	Pernyataan dan Persetujuan Unggah Tugas Akhir
	DAFTAR ISI
	BAB V KESIMPULAN 213
	DAFTAR PUSTAKA 247

	DAFTAR GAMBAR
	DAFTAR TABEL
	DAFTAR LAMPIRAN



