Understanding the Attributes of Online Customer Review on Customer Information Diagnoticity

&3

SR ADRIANUS YULIANTO NATADJAJA, Bayu Sutikno, S. E., M. S. M., Ph. D.
@@ Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/
UNIVERSITAS

GADJAH MADA

TABLE OF CONTENT
COVER ...ttt e e I
CONFIRMATION STATEMENT ..ottt I
APPROVAL STATEMENT ...t ii
STATEMENT OF WORK’S ORIGINALITY ...ooiiiiiiiiieeeeeeeeeee e 1\
FOREWORD ...ttt %
TABLE OF CONTENT ...ttt vii
LIST OF TABLES ...... oo IX
ABSTRACT .. et X
ABSTRAK e Xi
CHAPTER I INTRODUCTION ...ttt e 1
1.1 BACKGIOUNT ...ttt 1
1.2 Research Problem ... 3
1.3 RESEAIrCN QUESTION.......viiivieiiie ettt ettt be e s be et eere e 5
1.4 RESEAICH PUIPOSE ....couviiiteitiitesii sttt 5
1.5 RESEACH SCOPE......eiiiiiiee e 6
1.6 Research Contribution............cooeiiiiiiiiic s 6
1.7 Systematic WIITING.......coviieiieie et 7
CHAPTER Il LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT 9
2.1 Indonesian Internet IndUStry ..........cocoveiiiiiiiiii e 9
2.2 Electronic Word-of-Mouth (EWOM) .......cccccoiiiiiiiiiiiec e 9
2.3 Online Customer Review (OCR) ......coccoeiiiiiiiiiiiiceeeee e 10
2.4 Dual-process theory .........ccooiiiiiiiiiii i 11
2.5 Information DIagnotiCity ......ccceioreeiieriiieiieiieesee e 12
2.6 Results of Previous Studies..........ccooivviiiiiiiiieiiiec e 13
2.7 Normative INfIUENCES.......cocuieiiiiiieiie e 15
2.8 Informational INfIUeNCES .......cceeivieiiiiiieiie e 17
2.9 Hypothesis Development............cccouviiiiriiiiieiii e 20
CHAPTER III RESEARCH METHOD .....cccoiiiiiiiiiiiieieceeee e 26

vil



Understanding the Attributes of Online Customer Review on Customer Information Diagnoticity
ADRIANUS YULIANTO NATADJAJA, Bayu Sutikno, S. E., M. S. M., Ph. D.

Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/

=

UNIVERSITAS
GADJAH MADA

3.1 ReSearch Strategy ......occveiviiiiiiiiiiiiiiesc e 26
3.2 SamPling DESIZI....ccuviiiiiiiiiiiieiiiee e 27
3.3 Data Collection Method..........ccooviiiiiiiiiiieiiieec e 28
3.4 Operational Research Variable..........ccccovciiiiiiiiiiiii e 29
3.5 INSrUMENt TESt.....vviiiiiiiiiiiccee e 32
3.6 Data Analysis Method...........cccoiiiiiiiiiiii e 33
CHAPTER IV DATA ANALYSIS ..o 35
4.1 Respondent CharaCteriStICS ... . uuuiiuuieiiiieiiieesiieesieeesieessieessireessineesssneeans 35
4.2 The Result of Validity and Reliability TeSt........ccccevvriieiiiiiniciiieieee, 39
4.3 DeSCIIPtIVE STATISTICS...euveveevieiiiiiiesteere e 42
4.4 The Result of Correlation TeSt..........coeeieeiiierieiieesee e 44
4.5 The Result of Multicollinearity Test ..........ccorvveriieniiriiieiie e 45
4.6 Hypotesis TESTNG .....ccviviiiiriiiiiiiiesie et 45
4.7 DASCUSSION ...ttt ettt b bbbt n e ns 50
CHAPTER V CONCLUSION AND SUGGESTIONS ..o 56
5.1 CONCIUSION ...ttt re e ene e 56
5.2 Research Limitation ........covvioieiirieiie e 57
5.3 Suggestion for Future Research............ccccoviiiiiiiiicneecne 58
5.4 Managerial Implication ..........cccooiiiieiiiiiiesceec e 59
REFERENCES ... .o 61
APPENDICES ...t 73
APPENDIX 1 Research QUEStIONNAITe. ........cccuvverveeeiieieniieeiieeenieeesinee e 73
APPENDIX 2 Validity TeSt......cciviiiiiieiiieiiiiesieeieseesie e 80
APPENDIX 3 Reliablility TeSt ........cccceviiiiiiiiiiiiiiiiciiecc e 82
APPENDIX 4 Respondent CharacteristiCs ..........ccouvveriririiieiinieiieenesieseenes 94
APPENDIX 5 DeScriptive StatiStICS.......cvveirerivrereerrieneesnee e e 97
APPENDIX 6 Analysis of Correlation ..........c.ccvevverieiiieniiienec e 98
APPENDIX 7 Analysis 0f RegresSion........c.cccuvveiiiiiiiiciiniiiicniscseeseenne 100

viil



Understanding the Attributes of Online Customer Review on Customer Information Diagnoticity
ADRIANUS YULIANTO NATADJAJA, Bayu Sutikno, S. E., M. S. M., Ph. D.

Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/

=

UNIVERSITAS
GADJAH MADA

LIST OF TABLES
Table 2.1 Results of Previous Studies .........ccovviiiiiiiiiiiciicecee e 13
Table 4.1 GENAET ......ccoiiiiiiiiii 35
TADLE 4.2 AE .ot 36
Table 4.3 Educational Background ...........c.cccovviiiiiiiiiiiiieccec e 37
Table 4.4 OCCUPALION ...vviiiiiieiiiii ittt sttt st e et e e e b e e e nbb e e e nbbeesnineean 37
Table 4.5 Monthly EXpenditure ..........cccooiiiiiiiiiiiciiceee e 38
Table 4.6 Online Customer reviw (OCR) WebSIte ........cccceeiiiiieiiiiiiie e 39
Table 4.7 KMO and Bartlett’s TeSt.......ccuerueiiieiiieieesie et 39
Table 4.8 The Result of Validity Test: Rotated Component MatrixX.........cccoovvevvnveiiininnnn 40
Table 4.9 The Result of Reliability TeSt .......c.cccvviviiieiiiiiiieiecc e 41
Table 4.10 DeSCTiptive STAtISTICS .. .eevuvieieeiieeiiesie et et e et n e 42
Table 4.11 Pearson Correlation TSt ........cccuveiiiriiiiieiiieie e 44
Table 4.12 The Relut of Multicollinearity Test: Collinearity StatiStics ...........ccocvervrinene. 45
Table 4.13 Summary of Multiple Linear Regression Analysis .........cccccoevviiiiiniciinnnnn 46
Table 4.14 Summary of the Hypothesis Testing Result............cccocceviiiiiiiiiiiiinn, 55

iX



