DAFTAR ISI

HALAMAN PERSETUJIUAN . ......ooiieiie e i
HALAMAN PERNYATAAN ... ii
HALAMAN MOTO PERSEMBAHAN .......oooiiii e 1\
KATA PENGANTAR . %
ABSTRAK e e vii
ABSTRACT et viii
DAFTAR IST ..ttt bbbt et e beeetee s IX
DAFTAR TABEL ...ttt Xii
DAFTAR GAMBAR ... xiii
DAFTAR LAMPIRAN ...t Xiv
BAB | PENDAHULUAN ...ttt 1
1.1 Gambaran Umum ODbjek Penelitian ..........cccocoveiiiiiiniiiiciesc e 1
1.1.1  LOQO PeruSanaan ...........ccccveiueiieiuieiieeieseesiesee s e ste e sre e sre e 1
1.1.2  Visi dan Misi PErusanaan...........cccovviereiiieneisineseesie e 2

1.2 Latar Belakang Penelitian ...........ccccccovioiiiiiiicce e 2
1.3 RUMUSAN MaSAIAN ........coiiiiiiiee 7
1.4 Tujuan Penelitian..........cccooiiiiiiiie e 7
1.5  Kegunaan Penelitian ..o 7
1.5.1 Manfaat TEOFITIS .......coveiuiriiiiceie s 7
1.5.2 ManTaat PrakiiS ........cocoiiiiiieieieiee s 7

1.6  Sistematika Penulisan Tugas AKNIF ... 8
BAB Il TINJAUAN PUSTAKA DAN LINGKUP PENELITIAN ......ccccoviiiiiiinne 9
2.1 RANGKUMAN TOOM .cuviutiiiitisiisiesiee ettt bbbt 9
2.1.1 PEMASAIAN .....eoiiiiiiiiii i 9
2.1.2 Manajemen PEeMASAIaN..........cceeueieerueeiuesresieaeeseesseaeesseessesseesseessesseessens 10



2.1.3 Perdagangan Elektronik (E-COMMEICE) ........ccovviiiiiieiiiiicsiseeieeeiee 10

2.1.4 Perilaku KONSUMEN ..ot 12
2.1.4 Kepuasan KONSUMEN.........ciuiiiiiiiierisie et 13
2.1.5 KUualitas Layanan.........cccooeiieieiieiieesie e s 14
2.1.6 E-SEIVICE QUAITLY.....oviiiiiiiiiiieiieee e 15
2.2 Penelitian TedahUlU..........cccooiiiiiiiiiice e 17
2.3 Kerangka Penelitian ...........ccooviiiiiiiicceee e 29
2.4 Hipotesis PENElItIaNn...........coviiiiiec e 31
2.5 Ruang Lingkup Penelitian............cccooveiiiieiic i 31
BAB Il METODE PENELITIAN......ooiiiee e 32
3.1 Operasional Variabel dan Skala Pengukuran.............ccccocveveiiieiieiiiieveesiene 32
3. 1.1 JeniS PENEIITIAN .....c.civiiiiciiieiee e 32
3.2 Variabel Operasional dan Skala Pengukuran .............ccccceoevinineninniineienen, 32
3.2.1 Variabel Operasional.............cooiiiiiiiiiiiieee e 32
3.2.2 SKala PENQUKUIAN........ccviiiitiiiiieiieeie e 38
3.3 Tahapan Penelitian ... 39
3.4 Populasi, Sampel dan Teknik Sampling .........cccooviniiiiiinieeeee 40
BA L POPUIBST ... 40
342 SAMPEL....eiiiieiee e 40
3.4.3TekniK SAMPIING .....ccoviiieie e 41
3.5 Teknik Pengumpulan Data...........cccoeiiiiiieiiiiiic e 42
3.5.1 DAta PIIMEN ... 42
3.5.2 Data SEKUNTET ...t 42
3.6 Uji Validitas dan Reliabilitas ..........c.ccccveviiiiiiiii e 43
3.6. 1 UJIEVaAItaS ....ccveeiiieiic ettt 43
3.6.2  Uji REHADIlItAS ..ccvveveeeieceee e 44
3.7 Teknik ANaliSiS Data..........coviiiiiriiiiiiieieeseese s 44



3.7.1 Analisis DeSKITPLIT ........cciiiiiiiiieiee e 44

3.7.2 Method of Successive Interval (MSI)........cccooviiiiiiniiiieee e 46

3. 7.3 Uji ASUMST KIASTK ...t 47
3.7.4 Analisis Regresi Sederhana..........cccccovveeiiiniiie i 47
3.7.5 UJI HIPOTESIS ...t 48
3.7.6 KOEfiSien DeterMiNaSi.........ccoeoviiierieiiinieise s 49
BAB IV HASIL DAN PEMBAHAN .....oooii e 50
4.1 Karakteristik RESPONAEN ........c.eciiiieic e 50
4.1.1 Karakteristik Berdasarkan Jenis Kelamin ..........ccccocooeveiiininiiiicne 50

4.1.4 Karakteristik Berdasarkan Rata- Rata Pengeluaran Yang Dilakukan Untuk

Berbelanja Di E-Commerce Perbulan ..., 51

4.2 HaSIl PENEIITIAN ..o 51
4.2.1 ANalisis DESKITPLIT ......c.oiveiiiiiiiieee e 51
4.2.2 Method of Successive Interval (MSI) ... 60
4.2.3 Uji ASUMST KIASTK ...ttt 61
4.2.4 Analisis Regresi SEderNana.........cccceoeveiiiiiiiiniscee e 64
4.2.5 UjJi HIPOESIS ..vecuviieieiie ettt 64
4.2.6 KOEfiSien DEterMiNaSi.........cooeiviirierieisienieise e 66

4.3 PEMDENASAN ...ttt 67
BAB V KESIMPULAN DAN SARAN ...t 71
5.1 KESIMPUIAN ..ttt 71
5.2 SAIAN....oiiiii i 72
5.2.1 Saran Bagi Perusanaan ...........cccccveiiieiieiiiic i 72
2.2.2  Saran Bagi Peneliti Selanjutnya..........ccccooviiiiiiienineieeseseenn 74
DAFTAR PUSTAKA Lttt sttt sttt e e b e beennee s 75
LAMPIRAN ...ttt neennne s 78

Xi



