DAFTAR ISl

KATA PENGANTAR ...ttt sttt eneens I
ABSTRAK .o bbbt i
DAFTAR IS ..ottt re s v
DAFTAR GAMBAR ...t VIl
DAFTAR TABEL ..ot VI
BAB | PENDAHULUAN ..ottt st 1
1.1 Latar BelaKang ......cooovoiiiiii s 1
1.2 RumugAgREiEsalahis. = R SN0 S S et .................... 11
1.3  TujuaERENEIIEan .. .. ;3. . e oo atymnns s < ke v sones e s e eeevesenes 12
1.4 Manfaat PENElItIAN ........cocooieiiiiiiiice e 13
1.4.1 MaNfaat TEONITIS ..evveveiieeieiie et sne e 13
1.4.2 Manfaat PrakiiS..........ccoooiiiiiiiiiiieniese e 14
1.4.3 Ruang Lingkup Penelitian ..........ccoooeiiiiiiiiiiineceeee s 14
1.5  Sistematika PenUIISAN .........cccoiviiiiiiiiiiiieeie e 15
BAB Il LANDASAN TEORI ..ottt 17
2.1 Pengalaman KONSUMEN .........ccciiiiiiieieie ittt 17
2.2 SErvice QUANILY .....ocveeiiiiecicce et 20
283 SE-SErvice QUETITE" . -........... [EUS SU— . ........ RO 21
2048 __E00d Quality .. ..........o. [ ... ST 23
2150 & Penceived Valuem Sk ... ORI A ............ RSN 25
2.6 Customer SatiSTaCtioN .........cccciiiiiiieiiieie e 26
2.7 Behavioral INteNtioN..........coiveeiieieeie e 28
2.8 Hubungan Antar Variabel dan Hipotesis Penelitian ..............c.cccccoeeennnnne. 29
2.8.1 Hubungan antara E-Service Quality dan Customer Satisfaction............ 30
2.8.2 Hubungan antara Food Quality dan Customer Satisfaction................... 30
2.8.3 Hubungan antara E-Service Quality dan Food Quality............ccceeuee.. 31
2.8.4 Hubungan antara E-Service Quality dan Food Quality terhadap Customer
Satisfaction melalui Perceived Value..........c.ccccoviieiiiieiieie e 32
2.8.5 Hubungan antara Customer Satisfaction dan Behavioral Intention to
Repurchase, Recommend, dan Pay MOre..........ccccceviveieiieieene e 33
2.9  Kerangka Berpikir dan Model Penelitian............ccccooeeviviiiiiieiie e, 34
BAB 111 METODE PENELITIAN ...coiiiieeee e 36
3.1 Paradigma Penelitian...........ccocoiiiiiiiiiii s 36
3.2 Desain PeNelitIan........cccoiiieiiiie e 38
3.3 ODJek PENEITIAN ... s 39
3.4 SUDJEK PeNEIITIAN........ciiieiiie it 40
3.5 UNIEANGLISIS oot 40
3.6 Skala Pengukuran Variabel ............cccooviiiiiiiiiic e 41
3.7 Definisi Konseptual dan Operasional..............ccocviiiiininienene e 43
3.8 Metode Pengumpulan Data..........ccccveiieiiieeiiieiiiie e 47



3.9  Teknik Pengumpulan Data...........ccccoveieiieieiiecee e 47

3.10 Etika Pengumpulan Data...........ccooeviiieiiiiineiieeseseseeee s 49
3.11 Populasi Sampel dan Ukuran Sampel ..........cccccooveiieiiiieieiccc e 51
3111 POPUIBST. ..t 51
3.11.2 Sampel dan Teknik Pengambilan Sampel ..........c.ccccovvevviieiienncnenn, 51
3.12  Teknik ANaliSiS DAta.........cccerviuriieriieie et 53
3.12.1 Partial Least Squares — Structural Equation Modelling .................... 53
3.12.2 Pengujian Model Pengukuran (Outer Model).........cccoovvvviiniieninnnnnne 54
3.12.2.1 Uji REHADIITAS ..c.vecvveeeeiecieceee e 55
3.12.2.2 UJiE VaHAITAS ... 56
3.12.3  Uji MUItIKOINIEAIIIAS. ......ecvveiveeieeeie et 57
3.12.4  Pengujian Model Struktural (Inner Model) ........c.ccooveveiininincinnen 58
3.12.5  Statistik DeSKIiptif........ccooieiiieiiicieece e 59
3.12.6  Statistik INFErensial ............ccoovevieiiiieiiee e 60
313 Studi PendanUlUan..........cccooeiiiiiiiiiiee s 60
3.13.1 Hasil Uji Validitas Studi Pendahuluan ...........c.ccooviiiiiininncne, 61
3.13.2 Hasil Uji Reliabilitas Studi Pendahuluan.............c.ccccoeevviieiiennennenn, 66
BAB IV HASIL DAN PEMBAHASAN ..ottt 69
4 408 ProfilfRCs GRCENRIE ............... S —dy. . W s . 69
4.2 Hasil Studi AKEUAL..........ooviieeiiiiii s 72
4.2.1 Statistik DeSKIIPLIT. .......oooviiiiiiiiisiiiece e 73
4.2.1.1 Statistik Deskriptif E-Service Quality..........c.cccoveiviiiiiciicieeen, 74
4.2.1.2 Statistik Deskriptif Food Quality ...........ccocoiiiiiiniiiiiiiiiicccins 80
4.2.1.3 Statistik Deskriptif Perceived Value...............cccccoevviveiiciiciee, 81
4.2.1.4 Statistik Deskriptif Customer Satisfaction............ccccceviiiciinnnnnns 82
4.2.1.5 Statistik Deskriptif Intention to Repurchase...........cccccceevevvevieennene. 83
4.2.1.6 Statistik Deskriptif Intention to Recommend ............ccccoooviiiinnnnns 85
4.2.1.7 Statistik Deskriptif Willing to Pay More..........ccccccoovevviicieeiieee, 86
4.2.28 StatiSHK IDFCreRSTal rmmr ot s i e T Wiy WO Janeanalibasl. ... ... ... 87
4.2.3 Uji Model Pengukuran (Outer Model) .......cccoocevieiiiiiiieieec e, 88
4.2.3.1 Uji Validitas KONVEIGEN ........ccciiviiiiiiieiiie e 89
4.2.3.2 Uji Validitas DiSKFmiNan ...........cccccevveiiiiieiienecie e 92
4.2 3 ORI e e A P e 94
4.2.4 Uji MUIIKOIINEITAS ....c.veeiiieiiie et 96
4.2.5 Uji Model Struktural (Inner Model) .........ccocviiiiininiiiieec e 97
4.25.1 ANAlISIS R SQUAIE........cciiiiiiecie st 98
4.2.5.2 ANAliSIS Q SQUAIE ....cviiiiiiiiiii e 99
4.2.5.3 Hasil Uji HIPOTESIS .....vveiivieiii e 100

4.3  Perbandingan dari Penelitian Sebelumnya dan Penelitian Terkini .......... 109
BAB V KESIMPULAN DAN SARAN ......coiiiie sttt 112
51 KeSIMPUIAN c.cviiiice e s 112
5.2 IMPlIKAST TEOMTIS ...vovveeiiiiieiiecieeeie e 120
5.3  Implikasi Manajerial ...........cccoooveiieiiiiiie e 122
5.4  Keterbatasan Penelitian...........cccooeiveiiiiiiieie e 127



5.5  Saran untuk Penelitian Selanjutnya.............ccccceviviiiiieii i 128

DAFTAR PUSTAKA ..o 130
LAMPIRAN A e 137
LAMPIRAN B ..ot 146
LAMPIRAN C ..o 151

Vi



Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.

Gambar 2.
Gambar 2.
Gambar 3.
Gambar 4.
Gambar 4.

DAFTAR GAMBAR

1 Grafik Perubahan Perilaku Belanja Daring, 2020...........c.ccccovevvennnns 2
2 Grafik Penduduk Indonesia Menurut Generasi, 2020.............cc.cc...... 4
3 Grafik Aktifitas Transaksi Generasi Z, 2021 ........ccocvevvevieeeiiiinneennns 5
4 Grafik Penggunaan Aplikasi Layanan Pesan-Antar Makanan Daring,
................................................................................................................ 6
1 The Expectacy-Disconfirmation Model of Satisfaction................... 27
2 MadelsPenehifiani . 5. Brns . Dol A 35
1 Model Pengukuran Studi Pendahuluan ...............cccoeveveiieieeieinenne. 61
1 Model Pengukuran AKtual TeS.........ccccvviiieiieiesie e 88
2 Model Struktural AKtUAL TeS......coveriiiiiiiiiisieeee s 97

vii



Tabel 1.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

DAFTAR TABEL

1 Keluhan Konsumen Layanan Pesan-Antar Daring..........cccccceevevveveenne. 8
1 Definisi Konseptial dan Definisi Operasional .............cccccccocevverirennnnn. 44
2 Uji Validitas Konvergen E-Service Quality (Higher Order Construct) 62

3 Uji Validitas Konvergen E-Service Quality (Lower Order Construct)62
4 Uji Validitas KONVEIGEN ........ccoiiiiiiiieieiecie e 63
5 Uji Validitas Diskriminan Fornell-Lacker Criterion.............cc.ccceveneens 64
6 Uji Validitas Diskriminan Hetrotrait-Monotrait (HTMT) .................. 65
7 Uji Reliabilitas E-Service Quality (Higher Order Construct).............. 66
8 Uji Reliabilitas E-Service Quality (Lower Order Construct)............... 67
9 Uji REHADIIITAS ..ot 67
1 Profil RESPONAEN ......cuviiiieiiie e 70
2 Jarak pada Statistik Deskriptif .........cccoiiiiiiiinineicee e 74
3 Statistik Deskriptif E-Service QUality...........ccooviiviiiiiiiiiiiciiiee 74
4 Statistik Deskriptif FOOd QUAlITY ........ccooeiiiiiiiiiieieeec s 80
5 Statistik Deskriptif Perceived Value...........cccccoeveiiiieiic i, 81
6 Statistik Deskriptif Customer Satisfaction.............ccccccoeeviveieniieinennn, 82
7 Statistik Deskriptif Intention to Repurchase.............cccocevveveiieieennnn, 84
8 Statistik Deskriptif Intention to Recommend.............c.cccoeeveviiieinennnn, 85
9 Statistik Deskriptif Willing to Pay MOre ..........cccooveveieieiiiciieee 86
10 Uji Validitas Konvergen E-Service Quality (Higher Order Construct)

.................................................................................................................. 89
11 Uji Validitas Konvergen E-Service Quality (Lower Order Construct)

.................................................................................................................. 90
12 Uji Validitas KONVEIGEN ......cviiuiiiiiciccieeie s 91
13 Uji Validitas Diskriminan Fornell-Lacker Criterion................c......... 92
14 Uji Validitas Diskriminan Hetrotrait-Monotrait (HTMT) ................. 93
15 Uji Reliabilitas E-Service Quality (Higher Order Construct)............ 94
16 Uji Reliabilitas E-Service Quality (Lower Order Construct)............. 95
17 Uji Reliabilitas .......cveveieiiiiie e 95
18 Uji MUIIKOINETTEAS ... s 96
1O R-SQUATE. ... 98
20 Q-SUUANE ...ttt sttt e e e e e e e nrreeans 100
21 Uji Hipotesis Direct EffeCt..........ccocovviviiiiiii e 101
22 Uji Hipotesis Specific Indirect Effect...........cccccovviiiiiiiiiiciee, 102

23 Perbandingan dari Penelitian Sebelumnya dan Penelitian Terkini.. 110

viii



