DAFTAR PUSTAKA

Akbar, F., & Indra, N. (2024). Pengaruh Kualitas Layanan dan Harga terhadap
Kepuasan Pelanggan pada Ekpedisi JNE Express Cabang Mitraserasi 034
Pondok Melati. Pusat Publikasi Ilmu Manajemen, 2(3), 227-234.
https://doi.org/10.59603/ppiman.v2i3.455

Al-Debei, M. M., Dwivedi, Y. K., & Hujran, O. (2022). Why would telecom
customers continue to use mobile value-added services? Journal of
Innovation and Knowledge, 7(4).
https://doi.org/10.1016/5.j1k.2022.100242

Ardiyanto, L. D., Pradiani, T., & Fatthorrahman, F. (2024). PENGARUH
HARGA, KUALITAS PELAYANAN, DAN PERSONAL SELLING
TERHADAP KEPUASAN PELANGGAN TOKO BESI DAN KACA
“SANTA” YOGYAKARTA. Jurnal Manajemen Dan Profesional, 5(2).
https://doi.org/10.32815/jpro.v5i2.2163

Faizah, E. N., Hakim, A. L., & Rosiawan, R. W. (2023). KEPUASAN
PELANGGAN TERHADAP MINAT BELI ULANG PELANGGAN
PADA TOKO ZEE THRIFT LAMONGAN. Jurnal Manajemen
Dirgantara, 16(2), 570-580. https://doi.org/10.56521/manajemen-
dirgantara.v16i02.1029

Indarsin, T., & Ali, H. (2017). Saudi Journal of Business and Management
Studies Attitude toward Using m-Commerce: The Analysis of Perceived

Usefulness, Perceived Ease of Use, and Perceived Trust: Case Study in

118



lkens Wholesale Trade, Jakarta-Indonesia.
https://doi.org/10.21276/sjbms.2017.2.11.7

Oktafiani, H., Yohana, C., & Saidani, B. (2021). Pengaruh Perceived Ease of
Use dan Perceived Usefulness terhadap Customer Satisfaction E-Wallet
X (Vol. 2, Issue 2).

Putra, A. A., & Hayuningtias, K. A. (2023). The Influence Of Perceived
Usefulness, Perceived Ease Of Use, And Perceived Trust On Customer
Satisfaction. Management Studies and Entrepreneurship Journal, 4(6),
6085—6094. http://journal.yrpipku.com/index.php/mse;j

RASMON, R. (2023). AKUNTAN DI ERA DIGITAL: PENDEKATAN TAM
(TECHNOLOGY ACCEPTANCE MODEL) PADA SOFTWARE
BERBASIS AKUNTANSI ACCURATE ONLINE. JURNAL
AKUNTANSI DAN KEUANGAN, 11(2), 72-80.
https://doi.org/10.32520/jak.v11i2.2304

Rosyad, S., & Harsono, M. (2021). Pentingnya Perceived Usefulness Dan
Perceived Ease of Use: Dalam Teknologi Informasi. Jurnal llmiah Ilmu
Terapan Universitas Jambi P-ISSN, 5.

Salsabila, C., Umbara, T., & Setyorini, R. (2022). PENGARUH KEPUASAN
PELANGGAN TERHADAP MINAT BELI ULANG PRODUK
SOMETHINC. 9, 668—679.

Sugiyono. (2019). Metode Penelitian Dan Pengembangan Research Dan

Development. Alfabeta.

119


http://journal.yrpipku.com/index.php/msej

Teressa, B., Lukito, J. 1., Aprilia, A., & Andreani, F. (2024). PENGARUH
KUALITAS PRODUK DAN KUALITAS LAYANAN TERHADAP
KEPUASAN KONSUMEN DAN MINAT BELI ULANG DI WIZZ
DRIVE THRU GELATO SURABAYA. Jurnal Manajemen Pemasaran,
18(1), 1-14. https://doi.org/10.9744/pemasaran.18.1.1-14

Widya Ningsih, M., Handoko, B., & Putra, R. (2022). Kepuasan Sebagai
Variabel Intervening (Pada Mahasiswa UnHar Pelanggan Marketplace
Pengaruh Kualitas Produk Terhadap Kepuasan Sebagai Variabel
Intervening (Pada Mahasiswa UnHar Pelanggan Marketplace Online)
(Vol. 02, Issue 03).

Wilson, N., Alvita, M., & Wibisono, J. (2021). THE EFFECT OF
PERCEIVED EASE OF USE AND PERCEIVED SECURITY
TOWARD SATISFACTION AND REPURCHASE INTENTION. Jurnal
Muara Ilmu Ekonomi Dan Bisnis, 5(1), 145.

https://doi.org/10.24912/jmieb.v5i1.10489

120



LAMPIRAN A: KUISIONER

KUISIONER

Instruksi Pengirian Kuisioner
Pilihlah salah satu jawaban yang paling sesuai menurut Anda!

1.

Jenis Kelamin

a. Pria
b. Wanita
Usia

a. <18 tahun (berhenti di sini, terima kasih)

b. 18 —35 tahun

c.  36—50 tahun

d. > 60 tahun (berhenti di sini, terima kasih)

Apakah Anda berdomisili di Manado?

a. Ya

b.  Tidak (berhenti di sini, terima kasih)

Pernakah Anda menggunakan aplikasi MyTelkomsel setidaknya 2 kali dalam
1 tahun terakhir?

e L

b.  Tidak (berhenti di sini, terima kasih)

Apakah Anda pernah menghubungi Vero (avatar Customer Service) di
MyTelkomsel?

a. Ya

b.  Tidak (berhenti di sini, terima kasih)
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PET

K PENGISI

1 = Sangat Tidak Setuju

2 =Tidak Setuju

3 = Netral

4 = Setuju

5 = Sangat Setuju

No. | Pernyataan | SS|S[N]J]TS|STS
Perceived Ease of Use
1. | Pilihan menu pada MyTelkomsel mudah dicari
2. | Proses berlangganan di MyTelkomsel mudah dilakukan
3. | Proses pembayaran di MyTelkomsel mudah dilakukan
4. | Pemilihan produk di MyTelkomsel mudah dilakukan
5. | Secara keseluruha, MyTelkomsel mudah digunakan
Service Content Quality
1. | Kombinasi program (Disney, Hotspot, Zoom, dll) yang
ditawarkan oleh MyTelkomsel beragam
2. | Kombinasi harga kuota yang ditawarkan MyTelkomsel
beragam
3. | Pilihan lagu yang ditawarkan di MyTelkomsel selalu update
4. | Menu pertukaran poin di MyTelkomsel mudah dipahami
5. | Informasi terkait promo yang ditawarkan di MyTelkomsel
sudah jelas
Customer Service Quality
1. | Respon Vero di MyTelkomsel cepat
2. | Vero di MyTelkomsel dapat menjawab pertanyaan dengan
benar
3. | Vero di MyTelkomsel dapat membantu permasalahan saya
dengan baik
4. | Jawaban Vero di MyTelkomsel menggunakan bahasa yang
mudah dimengerti
5. | Vero dapat memberikan solusi yang baik untuk masalah saya
Customer Satisfaction
1. | Saya puas dengan kemudahan MyTelkomsel
2. | Saya puas dengan Customer Service dari MyTelkomsel
3. | Saya puas dengan kombinasi program (Disney, Hotspot,
Zoom, dll) yang ditawarkan melalui MyTelkomsel
4. | Saya puas dengan kombinasi kuota yang ditawarkan oleh
MyTelkomsel
5. | Secarakeseluruha, saya puas dengan MyTelkomsel
Continuance Intention
1. | Saya berniat untuk terus menggunakan MyTelkomsel
2. | Saya berniat tetap menambah kuota pulsa melalui
MyTelkomsel
3. | Saya berniat untuk tetap melakukan penambahan program
(seperti Disney, Hotspot, Zoom, dll) melalui MyTelkomsel
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Saya berniat untuk tetap melakukan pembelian di
MyTelkomsel

Saya berniat untuk terus mendengarkan lagu-lagu melalui
MyTelkomsel
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LAMPIRAN B: TABULASI DATA

PEU1 PEU2 PEU3 PEU4 PEUS SCQ1 SCQ2 SCQ3 SCQ4 SCQ5 CSQ1 CSQ2 CSQ3 CSQ4 CSQ5 CS1 CS2 CS3 CS4 CS5 cn CI2 I3 Cl4 CI5
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LAMPIRAN C: HASIL UJI STATISTIK

Jenis Kelamin
Cumulative
Frequency | Percent | Valid Percent
Percent
Valid | Pria 61 48.8 48.8 48.8
Wanita 64 512 51.2 100.0
Total 125 100.0 100.0
Usia
Frequency | Percent Valid Percent Cumulative
Percent
Valid | 18—35 tahun 110 88.0 88.0 88.0
36— 50 tahun 10 8.0 8.0 96.0
51— 60 tahun 5 4.0 4.0 100.0
Total 125 100.0 100.0
PEU1
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 13 10.4 10.4 104
S 65 52.0 52.0 624
SS 47 37.6 37.6 100.0
Total 125 100.0 100.0
PEU2
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 8 6.4 6.4 6.4
S 53 42.4 42.4 48.8
SS 64 51.2 Sl 2 100.0
Total 125 100.0 100.0
PEU3
Cumulative
Frequency Percent Valid Percent Percent
Valid |S 66 52.8 52.8 52.8
SS 59 472 472 100.0
Total 125 100.0 100.0
PEU4
Cumulative
Frequency Percent Valid Percent Percent
Valid |S 60 48.0 48.0 48.0
SS 65 52.0 52.0 100.0
Total 125 100.0 100.0




PEUS

Cumulative
Frequency Percent Valid Percent Percent
Valid |N 10 8.0 8.0 8.0
S 54 432 432 51.2
SS 61 48.8 48.8 100.0
Total 125 100.0 100.0
SCQ1
Cumulative
Frequency Percent Valid Percent Percent
Valid | N 15 12.0 12.0 12.0
S 71 56.8 56.8 68.8
SS 39 31.2 31%) 100.0
Total 125 100.0 100.0
SCQ2
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 3 24 24 24
S 81 64.8 64.8 67.2
SS 41 32.8 32.8 100.0
Total 125 100.0 100.0
SCQ3
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 13 10.4 10.4 10.4
S 63 50.4 50.4 60.8
SS 49 39.2 39.2 100.0
Total 125 100.0 100.0
SCQ4
Cumulative
Frequency Percent Valid Percent Percent
Valid [N 23 18.4 18.4 18.4
S 66 52.8 52.8 71.2
SS 36 28.8 28.8 100.0
Total 125 100.0 100.0
SCQS
Cumulative
Frequency Percent Valid Percent Percent
Valid [N 18 14.4 14.4 14.4
S 61 48.8 48.8 63.2
SS 46 36.8 36.8 100.0
Total 125 100.0 100.0
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CSQ1

Cumulative
Frequency Percent Valid Percent Percent
Valid |N 31 24.8 24.8 24.8
S 61 48.8 48.8 73.6
SS 33 26.4 26.4 100.0
Total 125 100.0 100.0
CSQ2
Cumulative
Frequency Percent Valid Percent Percent
Valid | N 13 10.4 10.4 10.4
S 60 48.0 48.0 58.4
SS 52 41.6 41.6 100.0
Total 125 100.0 100.0
CSQ3
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 8 6.4 6.4 6.4
S 63 50.4 50.4 56.8
SS 54 432 432 100.0
Total 125 100.0 100.0
CSQ4
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 19 15.2 152 15.2
S 64 51.2 51.2 66.4
SS 42 33.6 33.6 100.0
Total 125 100.0 100.0
CSQ5
Cumulative
Frequency Percent Valid Percent Percent
Valid [N 23 18.4 18.4 18.4
S 64 51.2 F12 69.6
SS 38 30.4 30.4 100.0
Total 125 100.0 100.0
CS1
Cumulative
Frequency Percent Valid Percent Percent
Valid |S 73 58.4 58.4 58.4
SS 52 41.6 41.6 100.0
Total 125 100.0 100.0
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CS2

Cumulative
Frequency Percent Valid Percent Percent
Valid |N 7 5.6 5.6 5.6
S 67 53.6 53.6 59.2
SS 51 40.8 40.8 100.0
Total 125 100.0 100.0
CS3
Cumulative
Frequency Percent Valid Percent Percent
Valid | N 6 4.8 4.8 4.8
S 71 56.8 56.8 61.6
SS 48 38.4 38.4 100.0
Total 125 100.0 100.0
CS4
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 4 3.2 32 32
S 69 55.2 55.2 58.4
SS 52 41.6 41.6 100.0
Total 125 100.0 100.0
CS5
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 35 28.0 28.0 28.0
S 62 49.6 49.6 77.6
SS 28 22.4 224 100.0
Total 125 100.0 100.0
cn
Cumulative
Frequency Percent Valid Percent Percent
Valid [N 4 392 3 32
S 68 54.4 54.4 57.6
SS 53 424 424 100.0
Total 125 100.0 100.0
CI2
Cumulative
Frequency Percent Valid Percent Percent
Valid [N 34 272 272 272
S 57 45.6 45.6 72.8
SS 34 272 272 100.0
Total 125 100.0 100.0
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C13
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 17 13.6 13.6 13.6
S 71 56.8 56.8 70.4
SS 37 29.6 29.6 100.0
Total 125 100.0 100.0
Cl4
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 13 104 10.4 10.4
S 70 56.0 56.0 66.4
SS 42 33.6 33.6 100.0
Total 125 100.0 100.0
CI5
Cumulative
Frequency Percent Valid Percent Percent
Valid |N 32 25.6 25.6 25.6
S 64 51.2 51.2 76.8
SS 29 23.2 23.2 100.0
Total 125 100.0 100.0
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
PEU1 125 3.0 5.0 4.272 .6398
PEU2 125 3.0 5.0 4.448 6151
PEU3 125 4.0 5.0 4472 5012
PEU4 125 4.0 5.0 4.520 .5016
PEUS 125 3.0 5.0 4.408 .6362
SCQ1 125 3.0 5.0 4.192 6311
SCQ2 125 3.0 5.0 4.304 5115
SCQ3 125 3.0 5.0 4.288 .6453
SCQ4 125 3.0 5.0 4.104 .6818
SCQ5 125 3.0 5.0 4.224 .6823
CSQ1 125 3.0 5.0 4.016 7182
CSQ2 125 3.0 5.0 4.312 .6527
CSQ3 125 3.0 5.0 4.368 .6029
CSQ4 125 3.0 5.0 4.184 .6766
CSQ5 125 3.0 5.0 4.120 .6910
CS1 125 4.0 5.0 4.416 .4949
CS2 125 3.0 5.0 4.352 5855
CS3 125 3.0 5.0 4.336 5672
CS4 125 3.0 5.0 4.384 .5504
CS5 125 3.0 5.0 3.944 7106
CIl1 125 3.0 5.0 4.392 5521
CI2 125 3.0 5.0 4.000 7405
CI3 125 3.0 5.0 4.160 .6401
Cl4 125 3.0 5.0 4.232 .6239
CI5 125 3.0 5.0 3.976 7010
Valid N (listwise) 125
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LAMPIRAN D: HASIL PENGUJIAN

UJI NORMALITAS

Assessment of normality (Group number 1)

Variable min max | skew cr. | kurtosis cr.
CS5 3,000 | 5,000 ,080 ,365 -1,003 | -2,290
Cs4 3,000 | 5,000 | -,114 -522 -904 | -2,064
CS3 3,000 | 5,000 | -,131 -,597 -,694 | -1,584
CS2 3,000 | 5,000 | -,256 | -1,168 -689 | -1,573
CS1 4,000 | 5,000 ,341 1,556 -1,884 | -4,299
CI5 3,000 | 5,000 ,033 ,149 -949 | -2,165
ClH4 3,000 | 5,000 | -205 -,937 -599 | -1,366
€13 3,000 | 5,000 | -,151 -,690 -615 | -1,402
CI2 3,000 | 5,000 ,000 ,000 -1,162 | -2,651
CIl 3,000 | 5,000 | -,143 -,653 -911 | -2,080
CSQl 3,000 | 5,000 | -,023 -,107 -1,046 | -2,387
CSQ2 3,000 | 5,000 | -415 | -1,893 =728 | -1,661
CSQ3 3,000 | 5,000 | -369 | -1,685 -675 | -1,540
CSQ4 3,000 | 5,000 | -238 | -1,087 -,827 | -1,886
CSQ5 3,000 | 5,000 | -,160 -,731 -,896 | -2,045
SCQ1 3,000 | 5,000 | -,172 -, 784 -592 | -1,350
SCQ2 3,000 | 5,000 ,296 1,352 -746 | -1,702
SCQ3 3,000 | 5,000 | -349 | -1,595 =712 | -1,624
SCQ4 3,000 | 5,000 | -,131 -,598 -842 | -1,921
SCQ5 3,000 | 5,000 | -311 | -1,419 -853 | -1,947
PEUI 3,000 | 5,000 | -,307 | -1,401 -691 | -1,576
PEU2 3,000 | 5,000 | -,636 | -2,905 =544 | -1,241
PEU3 4,000 | 5,000 K2 ,512 -1,987 | -4,536
PEU4 4,000 | 5,000 | -,080 -,365 -1,994 | -4,550
PEUS 3,000 | 5,000 | -595 | -2,716 -,604 | -1,378
Multivariate -5,667 -,862
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UJI OUTLIER UNIVARIAT DENGAN Z-SCORE

Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation

Zscore(PEU1) 125 -1.98825 1.13793 .0000000 1.00000000
Zscore(PEU2) 125 -2.35417 .89745 .0000000 1.00000000
Zscore(PEU3) 125 -.94169 1.05342 .0000000 1.00000000
Zscore(PEU4) 125 -1.03666 95692 .0000000 1.00000000
Zscore(PEUY) 125 -2.21308 .93050; .0000000 1.00000000
Zscore(SCQ1) 125 -1.88868 1.28025 .0000000 1.00000000
Zscore(SCQ2) 125 -2.54914 1.36059 .0000000 1.00000000
Zscore(SCQ3) 125 -1.99603 1.10340 .0000000 1.00000000
Zscore(SCQ4) 125 -1.61915 1.31409 .0000000 1.00000000
Zscore(SCQ5) 125 -1.79390 1.13731 .0000000 1.00000000
Zscore(CSQ1) 125 -1.41457 1.37001 .0000000 1.00000000
Zscore(CSQ2) 125 -2.01000 1.05402 .0000000 1.00000000
Zscore(CSQ3) 125 -2.26905 1.04827 .0000000 1.00000000
Zscore(CSQ4) 125 -1.74989 1.20601 .0000000 1.00000000
Zscore(CSQ5S) 125 -1.62094 1.27360 .0000000 1.00000000
Zscore(CS1) 125 -.84061 1.18009 .0000000 1.00000000
Zscore(CS2) 125 -2.30904 1.10670 .0000000 1.00000000
Zscore(CS3) 125 -2.35557 1.17073 .0000000 1.00000000
Zscore(CS4) 125 -2.51442 1.11914 .0000000 1.00000000
Zscore(CS5) 125 -1.32852 1.48614 .0000000 1.00000000
Zscore(CI1) 125 -2.52145 1.10132 .0000000 1.00000000
Zscore(CI2) 125 -1.35038 1.35038 .0000000 1.00000000
Zscore(CI3) 125 -1.81233 1.31238 .0000000 1.00000000
Zscore(Cl4) 125 -1.97458 1.23090 .0000000 1.00000000
Zscore(CI5) 125 -1.39236 1.46084 .0000000 1.00000000
Valid N (listwise) 125

UJI OUTLIER MULTIVARIAT DENGAN MAHALANOBIS DISTANCE

Observations farthest from the centroid (Mahalanobis distance) (Group number 1)

Observation number | Mahalanobis d-squared pl p2
82 38,597 | ,040 | ,994
98 36,270 | ,068 | ,998

115 36,190 | ,069 | ,993
53 35,627 | ,077 | ,989
23 35238 | ,084 | 983
42 35,099 | ,086 | ,964
17 35,026 | ,088 | ,929
72 34270 | ,102 | ,949
51 33,606 | ,117 | ,962
24 33242 | ,125| ,959
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Observation number | Mahalanobis d-squared pl p2
50 33,029 | ,130 | ,945
14 32,886 | ,134 | ,921
69 32,510 | ,144 | ,924
95 32,233 | ,151 | 917

104 32,175 | ,153 | ,877
28 31,873 | ,162 | ,876
40 31,359 | ,177 | 912
89 31,042 | ,188 | 918

111 30,856 | ,194 | ,906
25 30,769 | ,197 | ,876
58 30,755 | ,197 | ,824

5 30,412 | ,209 | ,847
59 30,353 | ,211 | ,803

106 30,338 | ,212 | ,739

121 30,284 | ,214 | ,681
37 30,272 | ,214 | ,603
39 30,251 | ,215 | ,525
41 30,209 | ,217 | ,455

118 29,979 | 225 | 461
19 29,934 | 227 | ,396

4 29,919 | 227 | ,323

29 29,860 | ,230 | ,271
31 29,488 | ,244 | 334
21 29,204 | ,255 | ,369
46 28,943 | ,266 | ,398
101 28,764 | 274 | ,395
13 28,199 | ,299 | ,561
93 28,130 | ,302 | ,513
105 28,100 | ,303 | .,449
45 28,075 | ,304 | ,385
52 28,036 | ,306 | ,329
34 27,914 | 312 | 310
79 27,870 | 314 | ,262
117 27,692 | 322 | ,267
90 27,380 | ,337 | ,325
73 27,333 | 339 | 279
10 27,314 | ,340 | ,227
38 27,235 | 344 | ,199
70 27,046 | 354 | 210
76 26,856 | ,363 | 221
100 26,739 | ,369 | ,208
44 26,645 | 374 | ,188
60 26,633 | 374 | ,147
110 26,296 | 392 | 204
103 26,232 | 395 | ,176

9 26,169 | ,399 | ,150
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Observation number | Mahalanobis d-squared pl p2
112 26,072 | ,404 | ,136
11 25,874 | ,414 | ,150
63 25,807 | 418 | ,129
78 25,708 | 423 | ,117
67 25,602 | ,429 | ,108
35 25,509 | 434 | ,096
3 25,486 | 435 | ,073
30 25,471 | 436 | ,053
55 25,194 | 452 | ,074
16 25,066 | ,459 | ,072
107 24,349 | ,499 | ,232
15 24,297 | ,502 | ,199
80 24,217 | ,507 | ,179
84 24,132 | 512 | ,161
68 24,009 | ,519 | ,156
33 23,626 | ,541 | 244
97 23,510 | ,548 | ,235
122 23,409 | 554 | 221
108 23,169 | ,568 | ,262
49 23,136 | ,570 | ,220
43 22,916 | ,582 | ,252
94 22,889 | ,584 | ,208
6 22,667 | ,597 | ,241
61 22,583 | ,602 | ,219
109 22,431 | ,611 | ,224
7 22,299 | ,618 | 221
96 22,280 | ,620 | ,176
74 21,647 | ,656 | ,393
36 21,605 | ,658 | ,343
123 21,465 | ,606 | ,341
48 21,415 | ,669 | ,297
57 21,309 | ,675 | ,280
65 20,813 | ,703 | ,456
120 20,678 | ,710 | ,451
91 20,650 | ,712 | ,388
66 20,391 | ,726 | 446
54 20,385 | ,726 | 371
125 20,246 | ,734 | ,365
114 19910 | ,752 | 461
88 19,884 | 753 | ,393
116 19,814 | ,756 | ,349
124 19,780 | ,758 | ,289
99 19,718 | ,761 | ,246
92 19,531 | ,771 | ,256
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UJI MULTIKOLINEARITAS DAN SINGULARITAS

Condition number = 64,452
Eigenvalues

3,319 1,141 ,956 ,833 ,350 ,288 ,279 ,252 ,224 ,213 ,197 ,184 ,180,163 ,159 ,140
,131,122,111,104 ,093 ,090 ,077 ,068 ,051
Determinant of sample covariance matrix = ,000

UJI HASIL ESTIMASI MEASUREMENT MODEL

Customer
Satisfaction

Continuance :
Intention

ll “'\

‘ :
\

|

Goodness of Fit Indices

1. Absolute Fit Indices:
Chi-Square = 296,427
Probability = ,083
Cmin/DF = 1,123
GFI=,855 RMSEA=,031

2. Incremental Fit Indices:
CFl=979 TLI=,976

3. Parsimony Fit Indices:
AGFI =,821

Regression Weights: (Group number 1 - Default model)

Estimate | S.E. C.R. P | Label
PEUS | <---| Perceived Ease of Use 997 | 133 | 7,500 | *** | par 1
PEU4 | <---| Perceived Ease of Use ,659 | ,106 | 6,224 | *** | par 2
PEU3 | <---| Perceived Ease of Use ,072 | ,105 | 6,414 | *** | par 3
PEU2 | <---| Perceived Ease of Use 1,067 | ,136 | 7,820 | *** | par 4
PEU1 | <---| Perceived Ease of Use 1,000
SCQS5| <--| Service Content_Quality 1,081 | ,113 | 9,612 | *** | par 5
SCQ4| <---| Service Content_Quality 987 | ,116 | 8,526 | *** | par 6
SCQ3| <--| Service Content_Quality 964 | 110 | 8,790 | *** | par 7
SCQ2| <---| Service Content_Quality ,685 | ,088 | 7,760 | *** | par 8
SCQ1| <--| Service Content_Quality 1,000
CSQS5 | <---| Customer_Service Quality 940 | ,094 | 9,964 | *** | par 9
CSQ4 | <--| Customer_Service Quality 918 | ,096 | 9,567 | *** | par 10
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Estimate | S.E. CR. P | Label

CSQ3 | <--| Customer Service Quality ,705 | ,089 | 7,900 | *** | par 11
CSQ2| <--| Customer Service Quality 814 | 096 | 8,438 | *** | par 12
CSQ1 | <--| Customer Service Quality 1,000

CIl | <—| Continuance Intention 1,000

CI2 | <-| Continuance Intention 1,481 | ,190 | 7,799 | *** | par 13
CI3 | <—| Continuance Intention 1,237 | ,167 | 7,417 | *** | par 14
Cl4 | <—| Continuance Intention 1,264 | ,161 | 7,833 | *** | par 15
CI5 | <—| Continuance Intention 1,581 | ,182 | 8,702 | *** | par 16
CS3 | <—| Customer Satisfaction 1,054 | ,148 | 7,126 | *** | par 17
CS2 | <—| Customer Satisfaction 1,194 | ,152 | 7,869 | *** | par 18
CS1 | <~| Customer Satisfaction 1,000

CS4 | <—| Customer Satisfaction 1,123 | ,141 | 7,968 | *** | par 19
CS5 | <—| Customer Satisfaction 1,588 | ,183 | 8,694 | *** | par 20

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
PEUS | <—-| Perceived Ease of Use T
PEU4 | <—-| Perceived Ease of Use ,018
PEU3 | <—-| Perceived Ease of Use ,631
PEU2 | <—-| Perceived Ease of Use ,816
PEUI | <—| Perceived Ease of Use , 7135
SCQ5 | <---| Service Content Quality ,807
SCQ4 | <---| Service Content Quality , 737
SCQ3| <---| Service Content Quality ,761
SCQ2 | <---| Service Content Quality ,681
SCQ1 | <---| Service Content Quality ,807
CSQS5 | <—| Customer Service Quality 5191
CSQ4 | <—| Customer Service Quality , 795
CSQ3 | <—| Customer Service Quality ,685
CSQ2 | <—| Customer Service Quality ,730
CSQI | <—| Customer Service Quality 815
CIl | <—| Continuance Intention ,695
CI2 | <—| Continuance Intention ,767
CI3 | <~| Continuance Intention ,741
Cl4 | <~| Continuance Intention 77
CI5 | <-| Continuance Intention ,865
CS3 | <--| Customer_ Satisfaction ,672
CS2 | <--| Customer Satisfaction 7137
CS1 | <--| Customer_ Satisfaction ,731
CS4 | <--| Customer Satisfaction 7137
CS5 | <--| Customer_ Satisfaction ,808
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PERHITUNGAN CONSTRUCT RELIABILITY DAN AVERAGE

VARIANCE EXTRACTED (AVE)

. 2 Construct Average Variance
Konstruk Indikator FL FL Error Reliability Extracted (AVE)
PEUIL 0.735 0.640 0.360
. PEU2 0.816 0.666 0.334
Perceived Ease  |™ppiy3 0631 | 0398 | 0602 0.844 0.536
of Use
PEU4 0.618 0.382 0.618
PEU5 0.737 0.593 0.407
SCQ1 0.807 0.651 0.349
SCQ2 0.681 0.464 0.536
Service Content
Ouality SCQ3 0.761 0.579 0.421 0.872 0.578
SCQ4 0.737 0.543 0.457
SCQ5 0.807 0.651 0.349
CSQ1 0.815 0.664 0.336
CSQ2 0.730 0.533 0.467
Customer
Service Quality CSQ3 0.685 0.469 0.531 0.876 0.587
CSQ4 0.795 0.632 0.368
CSQ5 0.797 0.635 0.365
CSl 0.731 0.534 0.466
CS2 0.737 0.543 0.457
SC?‘?‘"”_’?” CS3 0.672 0.452 0.548 0.857 0.545
atisfaction
CS4 0.737 0.543 0.457
CS5 0.808 0.653 0.347
CIl 0.695 0.483 0.517
) CE 0.767 0.588 0.412
Contiriygiied &G 0.741 0.549 0.451 0.879 0.594
Intention
Ccl4 0.777 0.604 0.396
CI5 0.865 0.748 0.252
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HASIL ESTIMASI STRUCTURAL MODEL

o
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= 2 S el n?
AGFI =,821
Regression Weights: (Group number 1 - Default model)
Estimate | S.E. (@IRY. P Label
Customer_Satisfaction | <---| Perceived Ease of Use 259 | ,067 | 3,849 | *** | par 19
Customer_Satisfaction | <---| Service Content Quality ,169 | ,056 | 3,026 | ,002 | par 20
Customer_Satisfaction | <---| Customer Service Quality 318 | ,062 | 5,151 wkk | par 21
Continuance Intention | <--- | Customer_Satisfaction ,736 | ,126 | 5,854 *x% | par 18
PEUS <---| Perceived Ease of Use 999 | ,133 | 7,530 *x% | par 1
PEU4 <---| Perceived Ease of Use ,055 1,105 | 6,211 *kk | par 2
PEU3 <---| Perceived Ease of Use ,669 | ,104 | 6,408 | *** | par 3
PEU2 <---| Perceived Ease of Use 1,062 | ,136 | 7,830 | *** | par 4
PEU1 <---| Perceived Ease of Use 1,000
SCQ5 <---| Service Content Quality 1,081 | ,112 | 9,621 kK ar 5
par_.
SCQ4 <---| Service Content Quality 987 | ,116 | 8,533 **% | par 6
SCQ3 <---| Service Content Quality 963 | ,109 | 8,797 **% | par 7
SCQ2 <---| Service Content Quality ,684 | ,088 | 7,767 % | par 8
SCQ1 <---| Service Content Quality 1,000
CSQs <---| Customer Service Quality 940 | ,095 | 9,881 **% | par 9
CSQ4 <---| Customer_ Service Quality 922 | ,097 | 9,534 | *** | par 10
CSQ3 <---| Customer Service Quality ,709 | ,090 | 7,898 x| par 11
CSQ2 <---| Customer Service Quality ,822 | ,097 | 8,467 x| par 12
CSQ1 <---| Customer_ Service Quality 1,000
CIl <---| Continuance Intention 1,000
CI2 <---| Continuance Intention 1,480 | ,188 | 7,866 *xx | par 13
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Estimate | S.E. | CR. P Label
CI3 <---| Continuance Intention 1,231 | ,165 | 7,445 x| par 14
Cl4 <---| Continuance Intention 1,260 | ,160 | 7,883 *x% | par 15
CIs <---| Continuance Intention 1,562 | ,179 | 8,722 **% | par 16
CS3 <---| Customer_Satisfaction 1,066 | ,149 | 7,129 | *** | par 17
CS2 <---| Customer_Satisfaction 1,203 | ,153 | 7,844 *x% | par 22
CSl1 <---| Customer_Satisfaction 1,000
CS4 <---| Customer_Satisfaction 1,130 | ,142 | 7,952 *x% | par 23
CS5 <---| Customer_Satisfaction 1,597 | ,185 | 8,648 **x | par 24

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
Customer_Satisfaction | <---| Perceived Ease of Use ,338
Customer_Satisfaction | <---| Service Content Quality ,239
Customer_Satisfaction | <---| Customer Service Quality ,514
Continuance Intention | <---| Customer_ Satisfaction ,689
PEUS <---| Perceived Ease of Use ,740
PEU4 <---| Perceived Ease of Use ,616
PEU3 <---| Perceived Ease of Use ,629
PEU2 <---| Perceived Ease of Use 314
PEUI <---| Perceived Ease of Use , 737
SCQ5 <---| Service Content Quality ,807
SCQ4 <---| Service Content Quality ,137
SCQ3 <--| Service Content Quality ,760
SCQ2 <---| Service Content Quality ,681
SCQ1 <--| Service Content Quality ,807
CSQ5 <---| Customer_ Service Quality , 794
CSQ4 <---| Customer Service Quality wes
CSQ3 <---| Customer Service Quality ,686
CSQ2 <---| Customer Service Quality ,7135
CSQ1 <---| Customer_Service Quality ,313
Cll <---| Continuance Intention ,698
CI2 <---| Continuance Intention 171
C3 <---| Continuance Intention ,741
Cl4 <---| Continuance Intention , 179
CI5 <---| Continuance Intention ,859
CS3 <---| Customer_ Satisfaction ,678
CS2 <---| Customer_ Satisfaction , 742
CSl1 <---| Customer_ Satisfaction ,7129
Cs4 <---| Customer_ Satisfaction ,741
CSs <---| Customer_ Satisfaction 811
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Covariances: (Group number 1 - Default model)

Estimate | S.E. CR. P | Label
Perceived Ease of Use | <-->| Service Content Quality ,039 | ,026 | 1,505 | ,132 | par 25
Service Content Quality | <-->| Customer Service Quality ,080 | ,032 | 2,524 | ,012 | par 26
Perceived Ease of Use | <-->| Customer Service Quality ,L100 | ,032 | 3,119 | ,002 | par 27
e4 <>| €3 058 | ,017 | 3,378 | *** | par 28
Correlations: (Group number 1 - Default model)
Estimate
Perceived Ease of Use | <-->| Service Content Quality ,164
Service Content Quality | <->| Customer Service Quality 272
Perceived Ease of Use | <-->| Customer Service Quality ,366
e4 <-->| €3 ,379

Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
Customer_Satisfaction ,656
Continuance Intention 474
CS5 ,658
CS4 ,549
CS3 ,460
CS2 ,550
CS1 ,532
CI5 ,738
Cl4 ,607
CI3 ,550
CI2 ,594
Cll 488
CSQl ,660
CSQ2 ,540
CSQ3 A71
CSQ4 ,632
CSQ5 ,631
SCQI ,652
SCQ2 464
SCQ3 ,578
SCQ4 ,544
SCQ5 ,051
PEUI ,543
PEU2 ,662
PEU3 ,396
PEU4 ,379
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Estimate

PEU5 ,548
Covariances: (Group number 1 - Default model)
M.L. | Par Change
el7| <->| el8 4,592 ,035
e25| <->| error CS 6,008 ,025
e23| <> el9 5,879 ,039
e2l| <-->| e23 4,354 -,035
ell| <-->| e25 4,119 -,036
el2| <-->| el8 4,996 ,041
el5| <-—>| ell 6,274 ,048
el5| <—=>| el3 4,270 -,039
e6 | <=>| e22 4,587 ,041
e7 | <--=>| €20 4,117 ,033
el | <>| Service Content Quality | 4,966 ,050
el | <->| el5 5,228 ,045
e3 | <->| e22 5,336 ,039
MODEL FIT SUMMARY
CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 58 299,783 267 ,082 1,123
Saturated model 325 ,000 0
Independence model | 25 1843,302 300 ,000 6,144
RMR, GFI
Model RMR  GFI AGFI  PGFI
Default model ,023 ,853 ,821 ,701
Saturated model ,000 1,000
Independence model ,128 ,267 ,205 ,246
Baseline Comparisons
e
Default model ,837 817 979 976 979
Saturated model 1,000 1,000 1,000
Independence model | ,000 ,000 ,000 ,000  ,000
Parsimony-Adjusted Measures
Model PRATIO PNFI PCFI
Default model ,890 , 745 871
Saturated model ,000 ,000 ,000
Independence model 1,000 ,000 ,000
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NCP

Independence model

Model NCP LO90 HI90
Default model 32,783 ,000 79,397
Saturated model ,000 ,000 ,000
Independence model 1543,302 1411,616 1682,443
FMIN
Model FMIN  FO LO9  HI9
Default model 2,418 ,264 ,000 ,640
Saturated model ,000 ,000 ,000 ,000

14,865 12,446 11,384 13,568

Independence model

1893,302  1906,567

RMSEA
Model RMSEA LO9 HI90 PCLOSE
Default model ,031 ,000 ,049 ,961
Independence model | ,204 ,195 213 ,000

AIC
Model AIC BCC BIC CAIC
Default model 415,783 446,559 579,825 637,825
Saturated model 650,000 822,449 1569,202  1894,202

1964,009  1989,009

Independence model

ECVI
Model ECVI LO9  HI9% MECVI
Default model 3,353 3,089 3,729 3,601
Saturated model 5,242 5,242 5,242 6,633

15,269 14,207 16,391 15,376

HOELTER
HOELTER HOELTER
Mol 05 o1
Default model 127 134
Independence model | 23 25
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BABI
PENDAHULUAN
L1. Latar Belakang
Dalam era digital saat ini, e-commerce telah menjadi salah satu pilar utama
dalam mendukung berbagai aktivitas ekonomi berbasis teknologi. Kemajuan

Jjaringan internet dan adopsi perangkat elektronik secara masif telah mengubah cara

i, dari metode menjadi digital yang lebih

praktis dan efisicn. Salah satu scktor yang mengalami transformasi signifikan
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