DAFTAR ISl

Halaman

KATA PENGANTAR ..ottt snns i
DY e I o G ] SRS \
DAFTAR TABEL ..ottt e viii
DAFTAR GAMBAR ..ottt st ne e iX
DAFTAR LAMPIRAN ...ttt e e e e e naeae e X
BAB | PENDAHULUAN ..ottt e 1
1.1 Gambaran Umum ODbjek Penelitian...........c.ccccveiviieieeie e 1
1.1.1 Profil Perusahaan ..........ccuoiiiiiiie e 1
1.1.2 LOQO Perusahaan...........ccceeoviieiiiie et 1

1. 1.3 VIS AN MISI..cviiiiiiiiiiieiiiie ettt esneenaennees 2
1.1.4 Nilal Perusanaan .........ccooceeiiiiiieie i 2
L.1.5 PROUUK ... bbbttt bbb nre s 3
1.1.6 SEgMENTAST PASAN ......cuviiiiiiiiie et 3

1.2 Latar Belakang Penelitian............ccccoveiiiieiicie e 3
1.3 RUMUSAN MASAlaN .......ccoviiieiiecce e 22
1.4 TUjuan Penelitian.........ocooiiiiiiiceee e 22
1.5 Kegunaan Penelitian............ccoveiiiiiiieie e 23
1.5.0 ASPEK TROIITIS. . .euieieeiieieie sttt 23
1.5.2 ASPEK PraKLIS .....ccueeiiiiieitieie ettt sttt 23

1.6 Waktu dan Periode Penelitian ..o 23
1.7 Sistematika PenuUIISAN ..........ccoveiieiiee e 23
BAB Il TINJAUAN PUSTAKA ...ttt 24
2.1 RANGKUMAN TEOM ..evvevieiieiiesieesie e st e ste ettt e steeae e sraesteenaesneesnaenaenrens 24
2.1.1 Kualitas Website (Website QUalItY) ........cccririiiiiiee e, 24
2.1.2 Dimensi Kualitas Website (Website Quality)...........cccccveveiiieriiieiiveieenns 24
2.1.3 Kualitas Layanan (Service QUality)........ccocuvuririiinnene i, 25
2.1.4 Dimensi Kualitas Layanan (Service Quality) ........ccccovvviiiniinnininiienennns 26
2.1.5 Kepuasan Pengguna (User Satisfaction)...........ccccccvvveveiienievveiesiveseanns 27
2.1.6 Dimensi Kepuasan Pengguna (User Satisfaction)...........ccccevvvenciennnnnne 27



2.2 PeNeItIAN TeIUANUIU. .. .. e 28

2.2. 1 SKIIPST 1ttt 28
2.2.2.3urnal NaSIONAl .........cooiiiiiieiie e 31
2.2.3 Jurnal INternasional.............ccooiiiiiiniieie e 34
2.3 Kerangka PEMIKITAN ........cooiiiiiiiiseeiee e 37
2.4 HIpotesiS PENEIITIAN .......cc.oiiiiiieee s 38
2.5 Ruang Lingkup Penelitian ...........cccooiiiiii e 38
BAB 11l METODE PENELITIAN ...oooi e 40
3.1.JeNIS PENEIITIAN ...t 40
3.2 Operasional Variabel dan Skala Pengukuran .............ccccocevvveviiiieneene e, 40
3.2.1 Variabel Operasional .............ccoiiiiiiiiiii e 40
3.2.2 SKala PenQUKUIAN ........coiiiiieeiee sttt 45
3.3 Tahapan Penelitian ..........ccccveieiieieee e 45
3.4 Populasi dan SAMPELL.........ccuiiiiiiiiee e 46
KBt I o] o1V - ] PSSR 46
34,2 SAMPEL .. 46
3.5 Pengumpulan Data dan Sumber Data...........cccccoeiiieiie e, 47
3.5.1 Pengumpulan Data..........cccecvveiiieiieiieiieis et 47
3.5.2 SUMDET DALA ....c.veevieiieeieeie ettt e et ae et esnaenae e nneas 48
3.6 Uji Validitas dan Uji Reliabilitas ..........ccccovveiiiiiiiiiicc e 48
3.6.1 UJi ValIAITAS....ccveeiecieeie e nneas 48
3.6.2 Uji RElIaDIlItas .....c..ooveieiiiiiee e 50
3.7 Metode ANAliSIS DAtA ........cccveieieriiiiie e 51
3.7.1 Partial Least SQUAre (PLS)......cccccveieiieiiiie e se e 51
3.7.2 Pengukuran Model (Outer Model)..........ccooviiiiiiiiieeee 52
3.7.3 Pengukuran Struktural (Inner Model)..........coevveveiieviicececeee e, 53
3.8 Teknik ANaliSIS DAt .......c.cciveriiieiieie et 54
3.8.1 Analisis DeSKIIPLiT.......ccocoviiiiiee e 55
3.8.2 Structural Equation Modeling (SEM) .......ccooveviiiiiieie e 56
3.9 Pengujian HIPOTESIS ......ccuiiiiiieiieieiei ettt 57
3.9.1 Pengujian Secara Parsial (Ujit)......ccccceviiiiiiieiicicceeseee e 57
BAB IV HASIL PENELITIAN DAN PEMBAHASAN.........ccccceiieiiiee e, 58
4.1 Pengumpulan Data..........ccccuiieieiiiiieieeee e 58



4.2 Karakteristik RESPONAEN .........cooiiiiiiiicce e 58

4.2.1 Karakteristik Responden Berdasarkan Jenis Kelamin............ccccceoevenennn. 59
4.2.2 Karakteristik Responden Berdasarkan Usia ............ccccooveieicnencncnenn. 60
4.2.3 Karakteristik Responden Berdasarkan Domisili..........ccccccevvveiiiiiiininne, 61
4.2.4 Karakteristik Responden Berdasarkan Pekerjaan ...........c.ccooeverenencniene. 62
4.2.5 Karakteristik Responden Berdasarkan Pendapatan ...........c.cccooevereninnee. 63

4.3 HaSil PENEIITIAN.......cciiiiiiicieee e 63
4.3.1 ANalisis DeSKIIPLIT .........coviiiiii s 64
4.3.2 Structural Equation Model (SEM) ......cooveiiiiiiiiii e 78

4.4 Hasil Pengukuran Model (Outer Model).........ccooveiiiieiecie e 79
4.5 Pengukuran Struktural (Inner Model) ..., 83
4.5.1 Evaluasi Pengukuran Struktural..............cccooeiiiiiiiiiiic e 84
4.5.2 PrediCtive REIEVANCE.........cooiiiceci s 85
A.5.3 UJEHIPOTESIS ...t 86
4.5.4 MOdel PErSamMaaN........ccoiiiiuiieriiie st 88

4.6 Analisis Hasil Penelitian dan Pembahasan..............ccccccvveviiiieiieinene e, 91
BAB V KESIMPULAN DAN SARAN ..ottt 96
5.1 KESIMPUIAN.....ccuiiieie ettt e e ns 96
ST L L USSP 98
5.2.1 Saran Bagi Perusanaan...........ccccovvveiiiiiiiciii e 98
5.2.2 Saran Bagi Peneliti Selanjutnya..........c.cccovevieiinieiiese e, 102
DAFTAR PUSTAKA ettt e et e e nne e e nes 103
LAMPIRAN ..ottt sttt ettt n et ese et st neese et eens 106

vii



