DAFTAR ISl

HALAMAN JUDUL.......ccooiiiiiiiii s
LEMBAR PERNYATAAN .....oooiii
LEMBAR PENGESAHAN ......cccoiiiiiiii
ABSTRAK ..o
ABSTRACT ...
KATA PENGANTAR ..o
DAFTAR IST ...
DAFTAR TABEL ..ot
DAFTAR GAMBAR ...t

DAFTAR LAMPIRAN .....ooiiiiii s

BAB | PENDAHULUAN ......cooiiiie e
1.1 Latar Belakang Masalah ............cccooveviiiiciii e,
1.2 Rumusan Masalah............ccccoiiininiiiiicc
1.3 Tujuan Penelitian.........cccovveeiieiieiiec e
1.4 Batasan Penelitian..........cccooeriieniieniiineee e

1.5 Sistematika Penulisan ...,

vii

http://digilib.mercubuana.ac.id



BAB Il TINJAUAN PUSTAKA ...t s 6

2.1 KONSEP AN TOM ...ttt 6
2.1.1 Pengertian E-COMMEICE ........coviiiiieie e 6
2.1.2 DEFINIST JASA ....vevivireeii it 7
2.1.3 KarakteriStik JASA .........ccurerieiririiiieisiesiee e 8
2.1.4 Pengertian Kualitas Jasa..........ccceieerieiieeiieiiiic e se e see e 8
2.1.5 Dimensi Kualitas JaSa ..........couirerieirinieieise e 9
2.1.6 Pengertian Kepuasan KONSUMEN..........ccccccveveevieiieieenie e 12
2.1.7 Hubungan Variabel yang diteliti dengan Kepuasaan Pelanggan ..... 14
2.1.8 Metode Servqual .........ccoooiiiiiiiiieec e 18
2.1.9 SKalA LIKEIT ...t 19
2.1.10 POPUIBST ..ot 20
2. 111 SAMPEI i 20
2.1.12 UJi VaHAITAS ..cvveneeiiieiiiiieieceee e 20
2.1.13 UjJi READIIITAS ...ovvieieeiiecee et 21
2.1.14 Uji Kecukupan Data .........ccccceevieiiieiie e 21
2.1.15 Importance Performance Analysis (IPA) ......ccccooveviiiviciie e, 22

2.2 PenelitianTerdanulUu ... 23

2.3 Kerangka pemiKiran .........cccvoiieiieiie e 26

viii

http://digilib.mercubuana.ac.id



BAB 11l METODE PENELITIAN......oooiie e 28

3.1 JENIS PENEITIAN ... 28
3.2 Lokasi dan Waktu Penlitian...........cccoeveiiiiniiiniiieeeeeeese e 28
3.3 JBNIS DALA. ...t s 29
3.4 Metode Pengumpulan Data ...........cccoovveiieiiiiieiieie e 29
3.5 Metode Pengolahan Data.............ccccveveeiieiiiiie e 29
3.5.1 Sampel dan POPUIAST .........cccvevieiiiiieiiesie e 30
3.5.2 Metode SErvQUAl ........ccveiiiiiece e 31
3.5.3 Importance Performance Analysis (IPA).......c.cccoviieiiveiecieieenenn 32
3.5.4 TingKat KESESUAIAN ......cc.eiviiiiriiiiieieieie e 33
3.6 Langkah-langkah Penelitian ... 34
BAB IV PENGUMPULAN DAN PENGOLAHAN DATA ..o, 36
4.1 Gambaran Umum Perusanaan ............cccccevereiiiinininieeenese s 36
4.1.1 Gambaran Perusahaan ............ccooveeieiiiininsiee 36
4.2 Pengumpulan Data..........cccooceeiiiiiieiie e 37
4.2 1 KUISTONET ..ottt 37
4.2.2 Pengujian KUISTONEY .......cccviiiiiiiie et 40
4.3 Pengolanan Data.........ccccuiiiiiiiiciie e 46
4.3.1 Pengukuran Nilai Servqual ............ccooooiiiiiiiiiniie e 46
4.3.1.1 Nilal PEIrSEPSI ..c.vveuviivieiieie e eie s ste et 46

ix

http://digilib.mercubuana.ac.id



4.3.1.2 Nilal Harapan..........ccooveeeieniieseseseseeeee e 48

4.3.1.3 SKOI SErVQUAL .......ooviiiiiiiiiiieieceee e 49

4.3.2 Importance Performance Analysis (IPA).......cccoooviiiinnnninnnn 51

4.3.3 TingKat KESESUAIAN ........ccveivieiieeieiie ettt sre e 53

BAB V HASIL DAN PEMBAHASAN.......coiiiiee e 54

5.1 Analisis Karakteristik ReSponden ............ccccovevveveiieiiese e 54

5.1.1 Karakteristik Responden Berdasarkan Usia ...........c.ccccevevveiveiinennene. 54

5.1.2 Karakteristik Responden Berdasarkan Jenis Kelamin....................... 55

5.3.3 Karakteristik Responden Berdasarkan Pekerjaan...........cc.ccocoovninnnne 56

5.2 Analisa SKOr Servqual ...........ccooviiiiiiiiie e 57

5.2.1 Prioritas Berdasarkan Gap.........ccocevererinenenininieiese e 58

5.3 Analisis Importance Performance AnalysiS..........ccoovvvieieninencnenenenns 59

5.4 Analisa Kepuasaan Pelanggan dan Tingkat Kesesuaian .............cccccceeveunene 63

BAB VI KESIMPULAN DAN SARAN .....ooiiiiiiieee e 66

6.1 KeSIMPUIAN ... 66

5.2 SAIAN ...t 66

DAFTAR PUSTAKA ettt 67

LAMPIRAN ...t nnne e 71
X

http://digilib.mercubuana.ac.id





