Factors Affecting Customer Telemedicine Usage in Halodoc

Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

TABLE OF CONTENTS

Fadian Mugtadir Razzan, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

PERNYATAAN KEASLIAN KARYA TULIS 2
FOREWORD.....ccitiitiitinniinniinennnicsniisnississsiesissssisssesssssssssssssssssassssssssssssasssse 3
ACKNOWLEDGEMENT.......ccovciiniinninnninnsnissssssssssssssssssssssssssssssssssssssssssassssssssss 4
ABSTRACT 5
INTISARI 6
TABLE OF CONTENTS 7
LIST OF TABLES........cc oo rrrrrrrr s s s s s s s nn s s s s s s s s s mnnns 10
LIST OF FIGURES..........ccieiiiieriin s s s s s s 10
CHAPTER Li..ccnuiiiiiiiiiininnninnesseicssenssesssnsssssssssssssssssssssssssssssssssssssssssssss 12
INTRODUGCTION. ...ttt e e e s e e nee e 12

1.1 Research Background.............ccoceoiiiiiiiiniinieieceeceee e 12

1.2 Problem Statement............ccccueeeeiieeiiieeciee e e 18

1.3 Research QUEStION. ........cccuviiieeiiiiiececieee e 19

1.4 Research ObJeCtiVeS. .....ceuuieruiiriieiieeieeiie ettt 20

1.5 Research Contribution............ccveeeiieeeiieeeieeeiee et 20

1.5.1 Practical Contribution...........cceeeeeveeerieeeiieeeieeeie e evee e 20

1.5.2 Theoretical ContributioN...........ccueeevuieeeiiieeeiieeeiee e eeiee e 21

1.6 Scope Of StUAY.....cooviiieiiiece e 21

1.6.1 Research Model...........ccooviiiiiiieiiiecieeee e 21

1.6.2 Research ODJECt.........eeeuiiieiiieiiieeeiee et 21

1.6.3 Research SubjJect.........coovieeiiieeiiieeieeee e 21

1.6.4 Research Location..........ccccueeeeiieeciieccieeeie et 22

1.6.5 Research Timeline............cccovveeiiieeiiiecieececeee e 22
CHAPTER IL...uuouuiiiiiiiieiiiinniinsninsnisssessssessssssssssssssssssssssssssssssssssssessssssssessss 23
2.1 Theoretical Framework...........c.cceccuiieiiieiiiieeiiecie e 23

2.1.1 Technology Acceptance Model (TAM).......ccccceeeeveeecveeecrieennen. 23

2.2 Literature REVIEW.......ccvieiiiieciie ettt 24

2.2.1 TelemediCine USAZE......ccuveeevreeeireeeiieeeieeeeieeeereeeereeesreeesveeenns 24

2.2.2 Product Variety Factor........ccccocvvveeiiieeiieeieceeeeee e 25

2.2.3 Convenience Factor..........cceevuiieiiieiiiieeiiecee e 25

2.2.4 Payment Method Factor...........cccveeiiieeiiieciceceeeeee e, 26

2.2.5 TrUSt FACIOT.c.cuiiiiieeeiiiiee ettt e 27

2.2.6 Psychological Factor..........ccccuviviiieiiieeiiecieeeee e 27

2.3 Hypotheses Development..........cccueeevveeeiiiieeciieeciieesiee e 28

2.3.1 The influence of product variety to telemedicine usage............. 28

2.3.2 The influence of convenience to telemedicine usage.................. 29



Factors Affecting Customer Telemedicine Usage in Halodoc
Fadian Mugtadir Razzan, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

2.3.3 The influence of payment methods to telemedicine usage......... 30
2.3.4 The influence of trust to telemedicine usage...........ccccveeeeuveeeneen. 31
2.3.5 The influence of psychology to telemedicine usage................... 32

2.4 Theoretical Framework...........cccooiiiiiiiiiiiiiieeeee 33
CHAPTER III 35
RESEARCH METHODS...... oo e 35
3.1 Research DeSi@N......cccuuieuieiiiiiieeiieiie ettt 35
3.2 Operational Definition and Measurement..............cocevceevuenieneeniennnne. 36
3.2.1 Product Variety........ccoeveeriieiieeiieiie ettt 36
3.2.2 CONVENICIICE. ..c.uvviueieniieeiiieiie et eeieeeteeieesteesteesnteeseesnbeenseesaeeenne 37
3.2.3 Payment Methods.........cocoevuiriiniiiiniiiiiccieceeeceece 38
B2 TIUST. ettt et st 38
3.2.5 PSYChOIOZY ....euiiiiiiiiiiiiteeeee e 39
3.2.6 Telemedicing USAe.......c..covuerueeneeiuenienienienieieeieneeie e 40

3.3 Sampling DeSIZN......coveeiiriiiiiiiiieieit ettt 41
3.3.1 Population and Sample.........ccceevieriininiiiniininiinieeeeneeeee 41
3.3.2 Sampling Method..........cocoviiiiiiiniiiiieccceceee 42
3.3.3 Sample Collection Unit.........ccceeveeeiiieniiiiiieniieiiesieeee e 42
3.3.4 SamMPIE SIZC....eoiueieiiiiieeieee e 43
3.3.5 LOCAION. ¢ttt ettt ettt sttt st et st 44
3.4 Research INStrument..........cocueouiiiiieiieiie e 44
34,1 OPCNING...cuiiiiiiieiiieiieteete ettt ettt st ae e 44
3.4.2 Profile of Respondents.............cccveeviiieiiieeiiieeieecie e 45
3.4.3 Questions Regarding the Variable...........c.ccoooeiiiiiiniiiinnnn 45
344 ClOSING ..ttt sttt et s 45

3.5 Data Collection Method............ccooouieiiiiiiiiiiiiieeeeeeeee e 46
3.5.1 Primary Data......ccc.ooviieiiiiieeiieeeee e 46
3.5.2 Data Classification Methods...........cccceeiieriiiiniiiiieniceiieieeens 46

3.6 Data ANALYSIS.....coiuiiiiieiieiiieiie et 46
3.6.1 Partial Least Square Equation Modeling (PLS-SEM)................ 46
3.6.2.0uter MoOdel........ooiiiiiiiiiiieiie e 47
3.6.2.1 Validity TeSt......eeeiiiiieiiieiieeieee e 48

3.6.2.2 Reliability Test......coovuieeiiieeiieciieeee e 48

3.6.3. Inner Model........ooouiiiiiiiiiiee e 49
3.6.3. 1. R-SQUATEC......eeiiieiiiieeeiiee et e e 49
3.6.3.2. Hypothesis Testing.........ccccuveevieeeriieeieeeciee e eeree e 50
CHAPTER DV..uuiiiiiiiiiinniinninnnisnisnsssssissssssssisssssssssssssssssssssssssssssssssssssssssss 51
4.1 Respondent Profiles..........cccvveviiieiiiieiiieceeeceeee e 51



Factors Affecting Customer Telemedicine Usage in Halodoc
Fadian Mugtadir Razzan, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

4.1.1 Gender Demographic Profiles...........cccceeeiieniiieinciieciieeciee e 51
4.1.2 Age Demographic Profiles..........cccccveeviieeciieniieecieccee e, 52
4.1.3 Education Level Demographic Profiles...........cccevevieveviennnnnnn. 53
4.1.4 Monthly Income Demographic Profiles...........cccccceevevirerirennnnn. 54
4.2 DeSCIIPtiVe STAtiISTICS. . .ueeerrieriireriieesieeerreeesereeeereeereeesreeesreeesaseeenens 55
4.3 PLS-SEM.. oottt et 62
4.3.1 OUter MOdEL.....ceviieeiiieeiieeee et e 62
4.3.1.1 Validity TeSt....ccueeieerieiieierieeie et 62
4.3.1.2 Reliability TeSt.....ccveevuiieeiiieciie et 72
4.3.2INNCT MOAEL....ccciiiiiiieeieeeee e e 73
4.3.2.1 R-Square TesStiNg.......c.ccevvrerrieeriieeciee e 73
4.4 Hypothesis TeStNG......ccccvireriieeiiieeiieeiieeeiteeereeeereeeereeesereeeeeaeeeeaeas 74
4.4.1 The Influence of Product Variety on Telemedicine Usage.......... 76
4.4.2 The Influence of Convenience on Telemedicine Usage.............. 76
4.4.3 The Influence of Payment Method on Telemedicine Usage....... 77
4.4.4 The Influence of Trust on Telemedicine Usage..............ccuve...... 77
4.4.5 The Influence of Psychology on Telemedicine Usage................ 77
4.5 DISCUSSION. ....teiutieeiiieiie et ettt et et stee st e bt e st e et esate et e sateenbeesaeeenne 79
4.5.1 Product variety has a positive effect on telemedicine usage....... 79
4.5.2 Convenience has a positive effect on telemedicine usage........... 79
4.5.3 Payment methods has a positive effect on telemedicine usage... 80
4.5.4 Trust has a positive effect on telemedicine usage....................... 81
4.5.5 Psychological has a positive effect on telemedicine usage......... 81
CHAPTER V.ucuuouirricniiinsuicseisenssissnnssssssssssssssssissssssssssssssssssssssssssssssssssssssssssssss 83
5.1 CONCIUSION. ..cuuiiiiiiiiiieiie ettt ettt 83
5.2 Research Implication
5.2.1 Theoretical Implication...........ccccecuerirririeneinienieneeeeeseeeee 84
5.2.1 Managerial Implication...........cccccecuereerenieneinienieneeeeesceeeene 86
5.3 Research Limitations...........covevueriereniienienieeienienieeie e 88



Factors Affecting Customer Telemedicine Usage in Halodoc
Fadian Mugtadir Razzan, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

LIST OF TABLES

Table 3.1 Product Variety Factor Questionnaire Item.............ccceeeevvevieniieninennnnne. 36
Table 3.2 Convenience Factor Questionnaire Item...............ccoeeeeiiieiieeicieeeneen, 37
Table 3.3 Payment Methods Factor Questionnaire Item............ccccoevveeeveenirennnenne. 38
Table 3.4 Trust Factor Questionnaire Item.............ccceeveveieeiieeeciiieceiee e 39
Table 3.5 Psychology Factor Questionnaire [tem.............cccceevveriieniienieenieennneenn 40
Table 3.6 Telemedicine Usage Questionnaire Item............ccceceeviienienieenieenneenen. 41
Table 4.1 Gender Demographic Profiles...........cccoooviviiieniiiiiieniieiieieeeeeeee 52
Table 4.2 Age Demographic Profile...........cccoeviiniiiiiiiniiiiiiiecee e 52
Table 4.3 Education Level Demographic Profiles...........ccccoevviveiieniiniiieniieieen. 54
Table 4.4 Monthly Income Demographic Profiles..........ccccccvevveeviieniinciienieeenne, 55
Table 4.5 Results of the Descriptive Statistical Test.........cccoveeeeiierieeciierienieeiens 57
Table 4.6 Descriptive Statistical Analysis Based on Each Indicator of the

VATIADIES. ...ttt e 59
Table 4.7 Convergent Validity Test - AVE Result.........cccoeeeeiieeciiiniiiiiieeeee, 64
Table 4.8 AVE and AVE Square Root Result..........ccccoeevvreiiiiieiiiiciieieeee e, 66
Table 4.9 Discriminant Validity Test - Fornell-Larcker Criterion.......................... 67
Table 4.10 Discriminant Validity Test - Cross Loadings..........cccccceeervveeriiennnnennn. 68
Table 4.11 Cronbach’s Alpha and Composite Reliability Testing......................... 70
Table 4.12 R-Square Testing Result...........cccoveiiiiieniiieiiieeeeeeeee e, 71
Table 4.13 Hypothesis Testing Result - Bootstrapping..........ccccceeeevveeecveercreeennnenn. 73
Table 4.14 Summary of Hypothesis Testing...........ccccevvveeevieeeiieeeieeeiee e 76

10



Factors Affecting Customer Telemedicine Usage in Halodoc
Fadian Mugtadir Razzan, Yulia Arisnani Widyaningsih, M.B.A., Ph.D.

Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

LIST OF FIGURES

Figure 1.1 Revenue of the Online Doctor Consultation Market in Indonesia from

2017 to 2029 in million U.S dollars (Statista, 2024).........ccccveervrieerciieeereeeeree e 13
Figure 1.2 Types of Telehealth Consultations that Patients Would be Comfortable
Using in Indonesia as of September 2023 (Statista, 2023).......cccccevvererieneennennnn. 14
Figure 1.3 Number of Online Doctor Consultation Users in Indonesia from 2017
to 2029 in million users (Statista, 2024).......c.ceevuieerieeerrieerieeeee e e ereeeeree e 15
Figure 1.4 Leading Digital Health Applications in Indonesia as of February 2021
(Statista, 2022).....ccuerieriieieeiereete ettt sttt 16
Figure 2.1 Theoretical Framework............ccooouiiriiiiiiiniiiiieie e 33
Figure 4.1 Path Model Result from Outer Loadings Validity Test......................... 65

11



	TABLE OF CONTENTS 
	 
	LIST OF TABLES 
	LIST OF FIGURES 
	 

