LOYALTY INTENTIONS: ANALISIS BERDASARKAN E-SERVICE QUALITY, INFORMATION QUALITY,
DAN THRESHOLD FREE
SHIPPING POLICY TERHADAP VALUE
R MULTI K ADIMAN S, Dr. Sumiyana, Akt., M.Si.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR ISI

Y I G 1 ) R SURR I
DAFTAR GAMBAR ...ttt snaeeenes iv
DAFTAR TABEL ...t v
BAB | PENDAHULUAN ... .ot 1
1.1 Latar Belakang .......coooeoiiiiiiiiiceeee s 1
1.2 RUMUSAN MaASAlIAN ......ccviiiiiiiee e 7
1.3 Pertanyaan Penelitian ...........ccoooiiiirieiieieiesc s 8
1.4 Tujuan Penelitian ... s 9
1.5 Motivasi Penelitian .........ccooiiiiiiiiiiiee e 10
1.6 Kontribusi PENEIIIAN.........ccoiiiiiiieieiee e 10
1.7 Ruang Lingkup dan Batasan Penelitian ...........c.ccccooeivevinic e 11
1.8 Sistematika PENUIISAN ........cccooiiiiiiiiieie e 11
BAB || LANDASAN TEORI DAN TINJAUAN PUSTAKA .......ccccoviiieieiee, 13
P R g To STV T =T o SRRSO 13
2.1.1 Expectancy-Value Theory.......ccccccoveiiieiiiieie e 13

2.2 Tujuan Pustaka dan Pengembangan Hipotesis.........ccccocevveveiieieciiecnene. 14
2.2.1  Loyalty INtENLIONS ...c.oeiviiieciiecece e 14
PErCeIVEU VAIUE .....cueeviiii e 15
Perceived e-Service QUality.........ccccoeviiieiiiiicc e 15
Perceived Information QUalItY..........cceoeiiiiiiiiiisiee s 17
Threshold Free Shipping POICY ..o 18
Pengembangan HIPOTESIS.........ciiiiiiiieieeie e 20
BAB [l METODE PENELITIAN ..ottt 29
3.1 Data dan Sampel Penelitian ..........ccooiiiiiiiiiieiceeee e 29
3.2 Teknik Pengumpulan Data dan Sampel .........cccocoviiiiniiinienenencs 29
3.3 Definisi Operasional Variabel............ccoooviiiiiiiiii 30
3.3.1  Variabel Dependen.........cocooiiiiiiiiieie e 30



LOYALTY INTENTIONS: ANALISIS BERDASARKAN E-SERVICE QUALITY, INFORMATION QUALITY,
DAN THRESHOLD FREE

SHIPPING POLICY TERHADAP VALUE

R MULTI K ADIMAN S, Dr. Sumiyana, Akt., M.Si.

Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

3.3.2  Variabel INdependen ... 30
3.4 Teknik ANalisis Data.........cccoviieiieriiiie e 32
3.4.1 Analisis Statistik DesKriptif..........cccooeiiiiii 32
Analisis Statistik INferensial ............cccooeiiiiiiii e 33
Pengujian HIPOTESIS .....c..oiviiiiiiiieiieieee s 34
BAB IV HASIL DAN PEMBAHASAN ..ot 35
4.1, DeSKIIPSI DALa......cc.cciviirieiiiie e 35
4.1.1. Deskripsi Objek Penelitian...........cccccoovveviiiieiiieiiiic e 35
4.1.2. Karakteristik ReSpONden ..........c.cccveeieeiiiie e 36
4.2, HaSil ANaliSIS Dala........cceririiriiiiiiiiieieee s 37
4.2.1. Analisis Statistik Deskriptif ............cccooeiiiiiiiiiiicece e 37
4.2.2. Hasil Analisis Strukture Equation Modeling Partial Least Square
(SEM PLS) ..ttt ettt 40
4.2.3. Analisis Statistik Inferensial ............cccoooviiiiiiiinini s 41
4.2.4. Hasil Pengujian HIpotesiS ........ccccovivieiieiiiie e 44
4.3.  Pembahasan Hasil Penelitian ..........ccccoovveiiiiiiniiincee e 53
4.3.1. Pengaruh efficiency terhadap perceived e-service quality ................ 53

4.3.2. Pengaruh system availability terhadap perceived e-service quality.. 53

4.3.3. Pengaruh privacy terhadap perceived e-service quality.................... 54
4.3.4. Pengaruh fulfillment terhadap perceived e-service quality ............... 54
4.3.5. Pengaruh perceived e-service quality terhadap perceived value....... 55
4.3.6. Pengaruh relevance terhadap perceived information quality............ 55

4.3.7. Pengaruh understandability terhadap perceived information quality 56

4.3.8. Pengaruh reliability terhadap perceived information quality............ 56
4.3.9. Pengaruh adequacy terhadap perceived information quality............ 57
4.3.10.  Pengaruh usefulness terhadap perceived information quality....... 58
4.3.11.  Pengaruh perceived information quality terhadap perceived value
58

4.3.12.  Pengaruh perceived threshold terhadap perceived value............... 59
4.3.13.  Pengaruh delivery timeliness terhadap perceived value................ 60
4.3.14.  Pengaruh perceived value terhadap loyalty intentions.................. 61



LOYALTY INTENTIONS: ANALISIS BERDASARKAN E-SERVICE QUALITY, INFORMATION QUALITY,
DAN THRESHOLD FREE

SHIPPING POLICY TERHADAP VALUE

R MULTI K ADIMAN S, Dr. Sumiyana, Akt., M.Si.

Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

4.4, Temuan dan IMPIKASI........ccccooiiiiiiiiicc e 62
BAB V PENUTUP. ...t 65
5.1 KeSIMPUIAN ..o s 65
5.2, KEterDAtASAN .....c.eeiiiieiiiecie e 68
5.3 SAIAN et 68
DAFTAR PUSTAKA L ettt sttt snte e nnre e nnneeen 70
71001 ] | > 0 TSSOSO 74
1001 ]| > SO SRRSO 77
1001 ]| = T S OSTURUSTRSN 82
1001 ]| 7> T RSOSSN 86



LOYALTY INTENTIONS: ANALISIS BERDASARKAN E-SERVICE QUALITY, INFORMATION QUALITY,
DAN THRESHOLD FREE

SHIPPING POLICY TERHADAP VALUE

R MULTI K ADIMAN S, Dr. Sumiyana, Akt., M.Si.

Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR GAMBAR

Gambar 4. 1 Diagram Konseptual Model Partial Least Square.........c...cccceeueenee. 40



LOYALTY INTENTIONS: ANALISIS BERDASARKAN E-SERVICE QUALITY, INFORMATION QUALITY,
DAN THRESHOLD FREE

SHIPPING POLICY TERHADAP VALUE

R MULTI K ADIMAN S, Dr. Sumiyana, Akt., M.Si.

Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR TABEL
QI L] S R 36
QI 101 36
QI L0110 TR 38
QLI Lo 1= I S 41
QLI o1 I S TP 45



