TABLE OF CONTENTS

DECLARATION OF AUTHENTICITY OF FINAL PAPER ANDUPLOAD

AGREEMENT ..ottt ettt 1
APPROVAL PAGE BY FINAL PAPER ADVISOR.......cccooiiiiiiiiiiieieeeeeee i
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE................... il
ABSTRACT ...ttt ettt ettt ebe e ens v
PREFACE..... 00 ......... .l stetatoteneet i .....oeove e ecoeeeeenecnnnanarensees vi
TABLE OF CORMBENESS % 05 sS00 BN 0 s i . ...................... viii
LIST OF TABISESEE, .........ooca o itigaas oo 0o s s v eeveevererereenees Xi
CHAPTER I INTRODUCTION ..ottt 1
1.1. Background of the Study ..........cccoeoiiiiiiiiieeeee e 1
1.2. Problem Limitation..........covereriirieniiiiinieieniesiteieee e 14
1.3. Problem Eormulations................... d0eaeesteensrsnesssesnrsstessnsdsdor ot seossiisnsennonhessns 14
1.4. Objective of the Research............cccceeviiiiiiiiiiiiiieiecieeeee e 15
1.5. Benefit of the Research ..o 16
5. St heoretiGHIMBERENT-. ....... ... ... [ S . ...... SCCSCSEEN. 16
ES5127 Bractical BURGHt A . ......... Eiesu SUS— .. ........... S .. .. 16
CHAPTER Il LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT
............................................................................................................................... 18
2. 1% T heoretiCalBack g FOTRtE oty frrw. . N, N e oo cosuton st e oo oo 18
2. 18 E-CustonterSsatisTeation, S W, T, . sttt ettt e e neoeneeos 18
2.1.2. B-COStamerOYalty ... ovmmr sormmarmre: s iradfasnsassuesssntiteceeseesressssesses 19
2.1 B R e e el et a e e v eveeneeneonnasnsnans 21
2.1.4. Privacy ...... S e SO . .......c..0oeovenenneesensnnseses 22
2.1.5. APPS DESIZN..couiiiiiiiiieiieeitee ettt 23
2.1.6. Customer Service and SUPPOTE ......ccceeeevieriieiieiieeiieie e 24
2.2. Previous ReSEarch .........ccooieviiiiiiiiniiiiiicccecceee e 26
2.3 Hypothesis Development...........ccuevuieriieriieniieeiieiieeie e 29
2.3.1. The Influence of reliability Towards E Customer Satisfaction ........... 29
2.3.2. The Influence of privacy Towards E Customer satisfaction................ 30
2.3.3. The Influence of Apps Design Towards E Customer Satisfaction...... 31

viii



2.3.4. The Influence of customer service Towards E Customers Satisfaction

....................................................................................................................... 32
2.3.5. The Influence of E Customer Satisfaction Towards E Customer
| 70} -1 1 PRSP PSU PP 33
2.4 Research Model ......co.ooiuiiiiiiiiiiieiieieeeeeee e 35
2.5 Framework of Thinking..........c.cccceveiieiiiiiiiiiiiiiicece e 36
CHAPTER III RESEARCH METHODOLOGY ....ccceoitiiieeiiieeeieee e 37
3.1 Researchiliesi ool s e S0R . B0, v, ... . . .................. 37
3.2 Population and Sample.........ccueeouieriieiiiiiiieiieee et 38
3.2.1 POPUIALION ...ttt 38
3.240 SampISEIIER. ................c.ooovererreereeenre AR RRRRRAREAN W ............. 38
3.3 Data Collection Method ...........cocoeviieiiiniiniiiinieeeeeee e 40
3.4 Operational Definition and Variable Measurement ...............ccccecveeveennnnnne. 42
3.5 Data Analysis Method ...........c.ooouiiiiieiiiiiieeiiee e 43
3.5.1 Test of Research InStrument ............coceeveeieniineniiinieneeieneeeeceeeenen 44
et Descriptive StatiStiCS ....eevierureeriierieeiiieeieeieeeiie e eiveeieesere e 45
3.5.3. Classical AsSumption Test........ccceevuirrieeriienieeiiienie e 47
3.5.4 Inferential StatiStiCs .......coveeiueriererienienieeieneete et 50
B i) Hypothesis Test .....c.coviieiiiiiiieiieeieeiieee et 52
CHAPTER IV RESEARCH RESULT AND DISCUSSION .......cccceeeeeiviieeeneee. 55
4.1 General View of OVO in Medan.........ccccoovieriiiiniieniiiienieneniencesiceeeene 55
4.2 ResGarchRestlE. oo ... L. M e il e eeeneeenenans 56
4.2.1 Full Sampling Validity TeSt.........ccceriiieiieriieriienieeiieeie e 56
4.2.2. Full Sampling Reliability Test.........ccoeviieriiieviiniiiieiieeieeieeeeee 57
4.2.3. DeSCriptive StatiSTICS. ...eeevieriierieeriienieeniieeieeieeseeerteesiaeeseesreenseesnnaens 58
4.2.4. Analysis Descriptive Variable ..........ccooceeiieniiiiiiniiecieeeecieeiee e 69
4.2.5 Result of Data Quality TeSting ..........ccceveeriieriieniieiiieeieeieeve e 79
4.2.6. Hypothesis TEStING .......cccveeriiriieiieiiieriieeie ettt ens 90
4.3, DISCUSSION. ..c..eeutieiieriieiteteettesie ettt ettt sttt st e bt eatesbee bt sate bt ebeeanesaeenee 94
CHAPTER V CONCLUSION, IMPLICATION AND RECOMMENDATION109
5.1 CONCIUSION ...ttt 109
5.1.1 Conclusion for Hypothesis ..........ccceevueeviieriiiniienieeiieeie e 110



5.1.2 Conclusion for Research Problem ........coeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeenn 116

5.2 RecomMMmENdation ..........cccuerieriieniieieniieieeie sttt 119
5.2.1 Theoretical IMPliCatiON.........cccureruieiiieiieeiieiie ettt 119
5.2.2 Managerial Implication...........cceeveeriieriieniiieiiesie e 119
5.2.3 Recommendation for Future Research ...........coccoevviviiiiiiiniiiniene 124

REFERENCES.......oooiiiiiiieteeee ettt 126
APPENDIX ...ttt sttt ettt ettt 133



LIST OF TABLES

Table 1.1 E wallet USer Percentages .........ccverveeriierieeniienieeieeeieeiee e eveeseeeesee e 6
Table 2.1 Comparison of Previous Reserarch............ccooveviiiiiiiniiiiniiiiicie 26
Table 3.1 LAKETIt SCALE ..c..covuiiiiiiiiieieiie e 41
Table 3.2 Operational Definition and Variable Measurement...........c..cccccevuenneenne. 42
Table 4.1 Respondents' Responses towards reliability (OVO Medan).................. 56
Table 4.2 Respondents' Responses towards Privacy (OVO Medan) ..................... 56
Table 4.3 Respondents' Responses towards Apps Design (OVO Medan)............. 56
Table 4.4 Respondents' Responses towards Customer service and Support (OVO
MedaniEinuNSm, ....................cco00eereenre. o NRUUNRARRREAN L ST, .. ............. 56
Table 4.5 Respondents' Responses towards E Customer Satisfaction (OVO
Me@ian)z sty WEh-— .. SSRGS SR 57
Table 4.6 Respondents' Responses towards E Customer Satisfaction (OVO
NICAAfyos.......... S ... S EE——— WSS 57
Table 4.7 Reliability Test ReSult..........cccoviieiiiiiiiiiiiiiiieecieeeee e 57
Table 4.8 Respondents DY AZe.......ccceevueiiviieniieeiiiiiieeieeiee et 58
Table 4.9 Respondents by GENder ..........ccceevieriiiiiieiiieiieeieeieeie e 59
Table 4.10 LiKert SCale .......ccoiiiiriiiiiiiieieeieeerieeeeee e 60
Table 4.11 Value Degree of Variable ..........cccoeeuiiiiiiiiienieniieiecicceeeeee e 61
Table 4.12 Respondents' Responses Towards Reliability...........cccooeeeniiniennnnne 61
Table 4.13 Respondents' Responses towards Satiety Value ..........cccceeevveieennnnne. 62
Table 4.14 Respondents' Responses Towards Apps Design.........cccecueevvverivennnnnne. 64
Table 4.15 Respondents' Responses towards Customer service and suppott ........ 65
Table 4.16 Respondents' Responses towards Customer Satisfaction .................... 66
Table 4.17 Respondents' Responses towards Customer Loyalty..........ccccecuenenee. 68
Table 4.18 Respondents' Responses towards reliability ...........ccocceeveeriieniiennnnne 69
Table 4.19 Respondents' Responses towards Privacy .......c.cceeeveeieereeenveerieennnennn 71
Table 4.20 Respondents' Responses towards apps design ..........cccveeeveeeieenieennnnne. 72
Table 4.21 Respondents' Responses towards customer service and support......... 74
Table 4.22 Respondents' Responses towards E Customer Satisfaction................. 75
Table 4.23 Respondents' Responses towards Customer Loyalty..........cccccevuenenee. 77

Xi



Table 4.24 One — Sample Kolmogorov Smirnov for OVO Medan ...................... 79

Table 4.25 Linearity Test Result.........cccooviieiiiiiiiiniiiiiece e 81
Table 4.26 Multicollinearity Test Result ...........ccoooieviiieiiiniiiiieeeeeeeee 81
Table 4.27 Spearman Test Correlation..........cceecveerierieeniieniieeiieeie e 84
Table 4.28 Spearman Test Correlation..........c.eeecveerierieeniienieeiie e 85
Table 4.29 Multiple Linear Regression Testing Model ............ccccceeviiiniiininennnnne 86
Table 4.30 correlation COSTIICIENt ......ccuevuiirierieniiriiiieeeceeee e 88
Table 4.31 Coefficient of Determination Output 1 (R?) ........cccvevevieveierereiereenee. 89
Table 4.32 Coefficient of Determination Output 1 (R?) ........cccveveveveieieriicreenee. 89
Table 4.33 F-TeSt OULPUL ......covieiieiiieiiecie ettt s 91
Table 4.34 T-TeStiNg OULPUL......cueeriieriieiiieiieeie ettt ete et e eeeeaeeseaeeeeeeereene 92
Table 4.35 Validity and Mean Rating of Indicators of Customer Satisfaction of
OVIDIVICdamn SN GI—— . ................. S SCSSSSS— L O ... 99
Table 4.36 Validity and Mean Rating of Indicators of Reliability of OVO Medan
.............................................................................................................................. 101

Table 4.37 Validity and Mean Rating of Indicators of Privacy of OVO Medan.103
Table 4.38 Validity and Mean Rating of Indicators of Apps Design of OVO in

MEdan=tth. ............... SN ... . . WESSRRRI............... oo O 104
Table 4.39 Validity and Mean Rating of Indicators of customer service and
SUPPOTt OFf OV MEdaAN........ooviiieiiiiiiiiieie ettt siae e 106
Table 4.40 Validity and Mean Rating of Indicators of E Customer Satisfaction of
OVO Medan o= - . .o o oo A i TN .. 107
Table 5.1 Theoretical IMPlICAtioN ........c.ceoiiiiiieiiiiiierie et 119
Table 5.2 Managerial Implication ...........ccceevuieiiiiiiienieeiieie e 122

Xii



LIST OF FIGURES

Figure 1.1 Chart of Internet Users Over Time In Indonesia ...........cccceveeveriencennens 2
Figure 1.2 Apps INterface. ........ooeiviiiiiiiiiiiiiceccee e 9
Figure 1.3 Interface 0f OV O ....cc.ooiiiiiiiiiiiiiiiiceeeee s 10
Figure 1.4 OVO INStIUCHION ...ooviiiiiriiiiiiiericeteeieseete sttt 11
Figure 2.1. Research Model .........ccooiiiiiiiniiniiiiiiiiieceeeeee e 35
Figure 2.2 Framework of Thinking...........ccccceveeiiiiininiiiniiiiieneeeeceeeeeee 36
Figure 4.1 P-Plot of Normality Test Customer Satisfaction ..............c.ccceeevuennenne. 80
Figure 4.2 P-Plot of Normality Test Customer Loyalty..........ccccovveeveniinenniennenne. 80
Figure 4.3 Scatterplot Heteroscedasticity Test Customer Satisfaction.................. 83
Figure 4.4 Scatterplot Heteroscedasticity Test Customer Loyalty......................... 84
Figure 4.5 Research Model Result.........c.cooieiiiiiniiiiniiniiieienccecceieee 94

xiii



LIST OF APPENDICES

APPENDIX A QUESTIONNAIRE ......cccccooiiiiiiiiiiiiiiiciiccceee, A-1
APPENDIX B PRE-TEST DATA TABULATION .......coooiiiiiiiiiniicieeniceeene B-1
APPENDIX C VALIDITY AND RELIABILITY TEST ...cccceiiiiniiiiiiicieens C-1
APPENDIX D FULL SAMPLING DATA TABULATION.........cccceviiniennene D-1
APPENDIX E DATA CALCULATION RESULT USING SPSS 25.00.......... E-1



