Public Perception of Consumer Rights in E-commerce Services. Case Study: E-commerce Users in
Universitas Gadjah Mada Students
DELFIRO AULIA RAHMAN, Dr. Phil. Ely Susanto, S.IP., M.BA

Universitas Gadjah Mada, 2021 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Table of Contents
ACKNOWIBAGIMENT ...ttt bbbttt nb ettt e e eneas i
IS 0 T U LSRR 3
LAST OF TADIES ...t 4
AADSTIACT. ...ttt bbb bbb bR bbb bbb vi
Chapter 1: INTrOQUCTION ......o.eoviiiiei ittt ene s 1
IO =T Vo] 1o [ (o1 ¥ T o PSS SSSSPRN 1
1.2 RESEAICH QUEBSTION ...ttt sttt e e be s ee e e e testeeeeseeeeeeneeneesreenean 7
I BN U g o0 LT SRR 7
1L BENETIES. ...ttt 8
Chapter 2: LIterature REVIEW .........cccueiiiiiieeii e e se e see e ae st ste e snae e sae e e esneaneesnaenas 9
P I U o] [Tl =T ot o) 1 o] o ST PRSTTS 9
2.2 CONSUMEE RIGNTS .ottt e et besreeneebesrenne e 12
2.3 E-COMIMEICE. ...ttt ettt Rt R et R e n e nr e ar e s e nenr e e nenrenne e 19
Chapter 3: Research Methodology .........ccviieiieiiiie e 22
3.1 RESLAICH DBSIGN ...ttt ettt ettt sttt be et e steete s e e eneeneeteneeene e 22
3.2 Data collection MEthOd ...........ccuiiiiiiice e 22
3.3 Population and SAMIPIE........coo i et 23
3.4 SampPling TECANIQUE ......couiiiiiee bbb 24
3.5 Operational DefiNITtION..........cciii i e e e re e reenne s 25
3.6 RESLAICH INSTFUMENT ....oviiiecce ettt b e te et sre e e e beneeaneens 27
3.7 Validity and Relability ........c.cooviiiiiiicececc st ettt 29
3.8 Indicator DesCriptive ANAIYSIS. ........cooiiiiiiiiiiiere e 29
Chapter 4: The Context of Consumer Rights in INdonesia..........ccccovveveiieiieie e, 31
4.1 General Issues of Consumer Rights in E-COmmerce SErviCesS.........ccoouvvvinineieininneniennns 31
4.2 Regulatory Framework of Consumer Rights in Indonesia...........cccceveveviveveeiieeveenecsee e 35
4.3 Governmental Agencies of Consumer Rights Protection in Indonesia.............ccccoovvvvinnenns 37
Chapter 5: ReSearch FINAINGS........coiuiiiiiiiiciie it nneas 41
5.1 Data DESCIIPTION ....cuviiiiiiiieiieiisieste ettt bbbttt b ettt b ne e 41
5.2 Ty 010] a0 (=T a1 K@= 1 =T o o] o 41



Public Perception of Consumer Rights in E-commerce Services. Case Study: E-commerce Users in
Universitas Gadjah Mada Students
DELFIRO AULIA RAHMAN, Dr. Phil. Ely Susanto, S.IP., M.BA

Universitas Gadjah Mada, 2021 | Diunduh dari http://etd.repository.ugm.ac.id/

S,

5.3 Instrument Validity and Reliability Test RESUILS .........ccoeveiiiii e 45
5.4  Characteristics of ReSPONdents’ ANSWELS ........cccciviiiiririeieisiesese e 47
55  Analysis and General DISCUSSION.........ccciiiiiiiiiiiieie e ste et sre et sre e sresresne e 50
Chapter 6: CONCIUSION .....c.viiiiiiiiite bbbt b bbb sne e 58
6.1 CONCIUSION ...t r et 58
6.2 RECOMMENTALION .....eeviiiiiiii bbbt b bttt bttt nn e 59
6.3 LIMITALION ...ttt r et 62
RETEIEICES ...t bbbt b bbbttt b bbb b 63



Public Perception of Consumer Rights in E-commerce Services. Case Study: E-commerce Users in
Universitas Gadjah Mada Students
DELFIRO AULIA RAHMAN, Dr. Phil. Ely Susanto, S.IP., M.BA

Universitas Gadjah Mada, 2021 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

List of Figures

Figure 2. 1 Comparison of Length of Time: Unilateral Decision versus Public Participation ...11

Figure 2. 2. 7 Figure of Conceptual Framework Indicators of Consumer Rights....................... 19
Figure 4 1 of Indonesian E-Commerce Website Clicks in Quartal 4 2020 ..........ccccccvevvvernnnne 34
Figure 5.2 1Respondents DASEd ON AQE ..o 42
Figure 5.2 2 Respondents based 0N GENET ..........ccooviiiieiiiirieese e 43
Figure 5.2 3 TransaCtionS FrEQUENCY ........eoverveiriiriinieiieieesie sttt 43
Figure 5.2 4 E-COmMMErce SiteS FIEQUENCY ...ccvvivveieieiiecieeie sttt et st 44
Figure 5.2 5 Respondents based 0N INCOME .........ccveiiiiiiiic i 45



Universitas Gadjah Mada Students
DELFIRO AULIA RAHMAN, Dr. Phil. Ely Susanto, S.IP., M.BA

Universitas Gadjah Mada, 2021 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA
List of Tables

Table 3.6.2 1 Indicators Questionnaires of Consumer RIgtS........cccccoviiieiiinie i 29
Table 3.8 1 Respondent Level of AChIeVEMENT .........ccoviiiiiiiic e 30
Table 4.3 1Complaint Mechanisms for Consumer Rights in INdONesia.............ccocooerviivienine. 38
Table 5.2. 1Respondent based on the Faculty in UGM..........ccccccoviiiiiiicie i 42
Table 5.3. 1Results of the Validity .........cccooviiiiii e 46
Table 5.3. 2 Results of the Reliability ..o 47
Table 5.4. 1 Characteristic Right to Safety AVErage ..........ccooiieiiiiiiieieeeese e 47
Table 5.4. 2 Characteristic Right be Heard AVErage...........covieiiiiiiineeseseee e 48
Table 5.4. 3 Characteristic Right t0 PrivaCy AVEIaQe .........ccccvvveieiireiieeiesteseesieseseeeesesee e 49
Table 5.5 1 Respondent level of aChieVeMENL..........c.ccviiiiiii i 50
Table 5.5 2 Analysis Result Indicator Right to Safety ... 51
Table 5.5 3 Analysis Result Indicator Right to be Heard...........cccoooive i 51
Table 5.5 4 Analysis Result Indicator Right t0 PrivaCy .........ccoceveriiiiiieninesiere e 52
Table 5.5 5 RESUIT OF TCR.....coiii ettt sresreeneas 53

Public Perception of Consumer Rights in E-commerce Services. Case Study: E-commerce Users in



	List of Figures
	List of Tables

