Loyalitas Pengguna GoPay: Peran Kesadaran Nilai dalam Advokasi dan Pangsa Pengeluaran
Dewi Noormalynda Agussaputri, Dr. Sahid Susilo Nugroho, M.Sc.

Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR PUSTAKA

Anderson, C. H. (1986). Hierarchical moderated regression analysis: A useful tool
for retail management decisions. Journal of Retailing, 62(2), 186—-203.

App Store. (2025). GoPay: Transfer, payment, QRIS [Mobile app].
https://apps.apple.com/id/app/gopay-transfer-payment-qris/id6446321594

Baek, J., & Lee, J. (2021). A conceptual framework on reconceptualizing customer
share of wallet (SOW): A perspective of dynamic process in the hospitality
consumption context. Sustainability, 13, 1423.
https://doi.org/10.3390/su13031423

Bank Indonesia. (2025, Maret). Statistik sistem pembayaran dan infrastruktur
pasar  keuangan  (SPIP).  https://www.bi.go.id/id/statistik/ekonomi-
keuangan/spip/default.aspx#Nasional-Provinsi

Benito, O. J., & Partal, A. (2012). Role of retailer positioning and product category
on the relationship between store brand consumption and store loyalty.
Journal of Retailing, 88(2), 236-249.
https://doi.org/10.1016/j.jretai.2011.05.003

Bentler, P. M., & Bonett, D. G. (1980). Significance tests and goodness of fit in the
analysis of covariance structures. Psychological Bulletin, 88(3), 588—606.
https://doi.org/10.1037/0033-2909.88.3.588

Bourdeau, B. L., Cronin, J. J., & Voorhees, C. M. (2024). Customer loyalty: A
refined conceptualization, measurement, and model. Journal of Retailing
and Consumer Services, 81, 104020.
https://doi.org/10.1016/j.jretconser.2024.104020

Cain, P. M. (2022). Modelling short- and long-term marketing effects in the
consumer purchase journey. International Journal of Research in
Marketing, 39(1), 96—-116. https://doi.org/10.1016/j.ijresmar.2021.06.006

Cooper, D. R., & Schindler, P. S. (2014). Business research methods (12th ed.).
McGraw-Hill Education.

Ghosh, T., Hossain, M. J., Bala, T., Sakib, A. 1., & Alim, M. A. (2023). How value
consciousness, customer engagement and trust create brand loyalty: Luxury
brand and social media marketing perspective. Academy of Marketing
Studies Journal, 27(S6), 1-15.

GoodStats. (2024, November 8). Preferensi mobile banking dan e-wallet di
kalangan generasi muda. https://goodstats.id/article/preferensi-mobile-
banking-dan-e-wallet-di-kalangan-generasi-muda-OrBZG

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2019). Multivariate data
analysis (8th ed.). Cengage.

InsightAsia. (2023). GoPay: Pangsa pasar terbesar dan loyalitas konsumen
terkuat.  https://insightasia.com/consistency-that-leads-e-wallet-industry-
outlook-2023/

Itani, O. S., Kassar, A.-N., & Loureiro, S. M. C. (2019). Value get, value give: The
relationships among perceived value, relationship quality, customer

135


https://apps.apple.com/id/app/gopay-transfer-payment-qris/id6446321594
https://doi.org/10.3390/su13031423
https://www.bi.go.id/id/statistik/ekonomi-keuangan/spip/default.aspx#Nasional-Provinsi
https://www.bi.go.id/id/statistik/ekonomi-keuangan/spip/default.aspx#Nasional-Provinsi
https://doi.org/10.1016/j.jretai.2011.05.003
https://doi.org/10.1037/0033-2909.88.3.588
https://doi.org/10.1016/j.jretconser.2024.104020
https://doi.org/10.1016/j.ijresmar.2021.06.006
https://goodstats.id/article/preferensi-mobile-banking-dan-e-wallet-di-kalangan-generasi-muda-OrBZG
https://goodstats.id/article/preferensi-mobile-banking-dan-e-wallet-di-kalangan-generasi-muda-OrBZG
https://insightasia.com/consistency-that-leads-e-wallet-industry-outlook-2023/
https://insightasia.com/consistency-that-leads-e-wallet-industry-outlook-2023/

Loyalitas Pengguna GoPay: Peran Kesadaran Nilai dalam Advokasi dan Pangsa Pengeluaran
Dewi Noormalynda Agussaputri, Dr. Sahid Susilo Nugroho, M.Sc.

Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

engagement, and value consciousness. International Journal of Hospitality
Management, 80, 78-90. https://doi.org/10.1016/.ijhm.2019.01.014

Jakpat. (2024, July 12). Tren fintech Indonesia — semester 1 tahun 2024.
https://insight.jakpat.net/indonesia-fintech-trends-1st-semester-of-2024/

Kim, H.-M., & Lee, J.-N. (2010). Emotional loyalty and share of wallet: A
contingency approach. Journal of Retailing and Consumer Services, 17(5),
333-339. https://doi.org/10.1016/].jretconser.2010.03.014

Marcos, A. M. B. F., & Coelho, A. F. M. (2022). Service quality, customer
satisfaction and customer value: Holistic determinants of loyalty and word-
of-mouth in services. The TQOM Journal, 34(5), 957-978.
https://doi.org/10.1108/TQM-10-2020-0236

Market Research Indonesia. (2025, March 16). Dompet digital & adopsi
pembayaran digital di Indonesia.
https://marketresearchindonesia.com/insights/articles/digital-wallets-
indonesia-digital-payment-adoption-explained

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing, 63(Special
Issue), 33—44. https://doi.org/10.1177/00222429990634S105

Roy, S. K., Butaney, G., & Bhutaney, B. (2009). Examining the effects of the
customer loyalty states on the word of mouth about retail web-sites. Pacific
Asia Conference on Information Systems (PACIS 2009), 1-15.

Sarmad, I., & Ali, R. (2023). How does customer advocacy influence brand loyalty?
A serial mediation of brand relationship quality and brand trust. Pakistan
Journal of Commerce and Social Sciences, 17(1), 191-213.
https://hdl.handle.net/10419/270925

Sekaran, U., & Bougie, R. (2016). Research methods for business: A skill-building
approach (7th ed.). Wiley.

Shaikh, A. A., Karjaluoto, H., & Hékkinen, J. (2018). Understanding moderating
effects in increasing share-of-wallet and word-of-mouth: A case study of
Lidl grocery retailer. Journal of Retailing and Consumer Services, 44, 45—
53. https://doi.org/10.1016/j.jretconser.2018.05.009

Srivastava, M., & Kaul, D. (2016). Exploring the link between customer
experience—loyalty—consumer spend. Journal of Retailing and Consumer
Services, 31, 277-286. https://doi.org/10.1016/j.jretconser.2016.04.009

Sweeney, J., Payne, A., Frow, P., & Liu, D. (2020). Customer advocacy: A
distinctive form of word of mouth. Journal of Service Research, 23(2), 139—
157. https://doi.org/10.1177/109467051990054 1

Tanford, S. (2013). The impact of tier level on attitudinal and behavioral loyalty of
hotel reward program members. International Journal of Hospitality
Management, 34, 285-294. https://doi.org/10.1016/].ijhm.2013.04.006

Tolbert, S. L., Kohli, C., & Suri, R. (2014). Who pays the price for loyalty? The
role of self-consciousness. Journal of Product & Brand Management,
23(4/5), 362-371. https://doi.org/10.1108/JPBM-08-2013-0375

136


https://doi.org/10.1016/j.ijhm.2019.01.014
https://insight.jakpat.net/indonesia-fintech-trends-1st-semester-of-2024/
https://doi.org/10.1016/j.jretconser.2010.03.014
https://doi.org/10.1108/TQM-10-2020-0236
https://marketresearchindonesia.com/insights/articles/digital-wallets-indonesia-digital-payment-adoption-explained
https://marketresearchindonesia.com/insights/articles/digital-wallets-indonesia-digital-payment-adoption-explained
https://doi.org/10.1177/00222429990634S105
https://hdl.handle.net/10419/270925
https://doi.org/10.1016/j.jretconser.2018.05.009
https://doi.org/10.1016/j.jretconser.2016.04.009
https://doi.org/10.1177/1094670519900541
https://doi.org/10.1016/j.ijhm.2013.04.006
https://doi.org/10.1108/JPBM-08-2013-0375

	KATA PENGANTAR
	HALAMAN PERSEMBAHAN
	DAFTAR ISI
	DAFTAR TABEL
	DAFTAR GAMBAR
	DAFTAR LAMPIRAN
	INTISARI
	ABSTRACT
	BAB I
	PENDAHULUAN
	1.1 Latar Belakang
	1.2 Rumusan Masalah
	1.3 Pertanyaan Riset
	1.4 Tujuan Riset
	1.5 Lingkup Riset

	BAB II
	LANDASAN TEORI DAN PENGEMBANGAN HIPOTESIS
	2.1 Landasan Teori
	2.2 Pengaruh Loyalitas Kognitif, Afektif, Konatif, dan Tindakan pada Advokasi
	2.3 Kontribusi Bertahap Tingkatan Loyalitas dalam Menjelaskan Advokasi
	2.4 Pengaruh Loyalitas Kognitif, Afektif, Konatif, dan Tindakan pada Pangsa Pengeluaran
	2.5 Kontribusi Bertahap Tingkatan Loyalitas dalam Menjelaskan Pangsa Pengeluaran
	2.6 Pengaruh Loyalitas Kognitif, Afektif, dan Konatif pada Advokasi Dimoderasi oleh Kesadaran Nilai
	2.7 Pengaruh Loyalitas Tindakan pada Advokasi Dimoderasi oleh Kesadaran Nilai
	2.8 Pengaruh Loyalitas Kognitif, Afektif, dan Konatif pada Pangsa Pengeluaran Dimoderasi oleh Kesadaran Nilai
	2.9 Pengaruh Loyalitas Tindakan pada Pangsa Pengeluaran Dimoderasi oleh Kesadaran Nilai
	2.10  Model Penelitian

	BAB III
	METODE RISET
	3.1 Pendekatan Riset
	3.2 Definisi Operasional dan Pengukuran
	3.3 Desain Pengambilan Sampel
	3.4 Skema Penyebaran Kuesioner
	3.5 Profil Responden
	3.6 Objek Riset
	3.7 Metode Pengumpulan Data
	3.8 Instrumen Riset
	3.9 Metode Analisis Data

	BAB IV
	ANALISIS DATA
	4.1 Kualitas Data Penelitian
	4.2 Protokol Pengujian Hipotesis
	4.3 Analisis Data Berbasis Metode SEM PLS
	4.4 Analisis Data Berbasis Metode HMR

	BAB V
	KESIMPULAN
	5.1 Kesimpulan
	5.2 Implikasi Manajerial
	5.3 Keterbatasan Riset
	5.4 Arahan Riset Mendatang

	DAFTAR PUSTAKA
	LAMPIRAN
	Lampiran 1. Kuesioner Penelitian
	Lampiran 2. Statistik Deskriptif
	Lampiran 3. Matriks Korelasi Antar Variabel (Pearson Correlation)
	Lampiran 4. Construct Reliability and Validity
	Lampiran 5. Outer Loadings
	Lampiran 6. Fornell-Larcker Criterion
	Lampiran 7. R Square
	Lampiran 8. F Square
	Lampiran 9. Model Fit
	Lampiran 10. Koefisien Jalur
	Lampiran 11. Uji Asumsi Normalitas Data
	Lampiran 12. Uji F-statistic
	Lampiran 13. Uji t-statistic
	Lampiran 14. Hierarchical Moderated Regression (HMR)


