DAFTAR ISI

LEMBAR COVER .. .cuiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiicitiicietieecnecisesacennes 1
LEMBAR PERSETUJUAN .....ocoiiiiiiiiiii e i
LEMBAR PENGESAHAN ...t ii
LEMBAR PERNYATAAN BEBAS PLAGIARISME ...........ccoooiiiiiiiie, iii
LEMBAR PEDOMAN TRANSLITERASI ........c.ccoooiiiii iv
ABSTRAK ... v
RIWAYAT HIDUP PENELITL.........ccoooiiiiiii s vi
MOTTO DAN PERSEMBAHAN.........ccooiiiiiiiiii e vii
KATA PENGANTAR ......oooiiiiiiiiie et viii
DAFTAR IS ...ttt bbbttt e sbe e nbeesnee s xi
DAFTAR TABEL ...ttt XV
DAFTAR GAMBAR ...t xvi
BAB I PENDAHULUAN ......ooooiiiiiiit e 1
A. Latar Belakang Masalah ..........cccocooiiiiiiiiiiiii e 1

B. Identifikasi Masalah ........c.cccoriiiiiiiiiiiii e 14

C. Rumusan Masalah .........c.cocoiiiiiiiii e 15

D. Tujuan Penelitian...........cccoovviiiiiiiiiiiiicc e 15

E. Manfaat Penelitian..........cccoooeiiiiiiiiiiiciiceese e 16

BAB II PEMBAHASAN ......oooiiiiiiii e 18
A. Kajian Penelitian Terdahulu ............cccoooiiiiiiiii, 18

B. Konsep dan TeOorT.......ccccvueiiiiiiiiiiiiiiiicic e 22

L. Man@QJ@meN......coiviiiieireeiee e 23

2. Manajemen Pemasaran ...........cccccevviiiiiiiiiniiies i 27

3. Definisi Pemasaran ...........cccooeiiiiiiiiiiiii, 29

xi



xii

4. Online Marketing ..............c.ccocouvveiiiiiiiiciiiii i 30

5. Bauran Pemasaran............ccccoeeiiiiiiiiiniii e 32

6. Tujuan Manajemen Pemasaran ..........ccocccevvvveiiieesiieesnnen s, 35

7. Kepuasan KONSUMEN .........cccceevviuiiiieniiiiieeiiiiiee s 36

8. E-service QUALILY ......c.cccooiiiiiiiiiiiiiii e 42

0. EAtFUSE oo s 50

C. Kerangka Berpikir.......ocooeiiiiiiiiiiiicic e 54
D HIPOTESIS .iiiiviiiiiieiiiie sttt siie ettt 58
BAB III METODOLOGI PENELITIAN .......cccoooiiiiiiiii 60
A. Metode dan Pendekatan.............cccoeriieiiiiiiciii e 60
B. Jenis dan Sumber Data .........cocoeiiiiiiiiiiei e 61
L. Jenis Data. ..o 61

2. Sumber Data ......coooiiiieiii 62

C. Populasi dan Sampel ..........ccooviiiiiiiiiiii 62
L. POPUIASI..ciiiiiiii i 62

AN 1 101 QPSR N e 63

D. Operasional Variabel ...........cccocooiiiiiiiiiie e 65
1. Variabel bebas (independent variabel) (X) .....ccccooeviviiiirnnnnn. 66

2. Variabel Terikat (dependent variabel ) (Y) ..ccccocvviiiiiniininnens 66

E. Teknik Pengumpulan Data ...........ccccooviiiiiiiiiiiiiicces 72
1. Studi Kepustakaan .........ccccvveeiiiiiiiiiniiiee 73

2. KUISIONET ...eiiuiiieiiiiieciiie ettt 73

F. Analisis Data .......coooveiiiiiiiiiccc e 74

1. Analisis Statistik Deskriptif.......ccccoooviiiiniiinniii e, 74



Xiii

2. Pengujian INStrUMEN ........ccovviiiiiiiiiiieicee e 75

3. Pengujian Asumsi KIasik........cccoooiiiiiiiiiiiiice, 77

4. Pengujian Regresi Berganda...........cccccovivvniiiiiiiie i, 79

5. Koefisien Determinasi ..........ccoovrvriiniiiiiniisiiseneese e 81

0. Uji HIPOLESIS ...vveniiiiiiiieiiiec e 82

G. Jadwal dan Tempat Penelitian ............ccccovviirieniiiinieiicc e 83
1. Jadwal Penelitian .......cccccoviiiiiiiiiiiiin 83

2. Tempat Penelitian ........ccccovviveiiiie i 83
BAB IV HASIL PENELITIAN DAN PEMBAHASAN .........ccocooiiiiiiic, 84
A. Gambaran Umum Objek Penelitian ..........ccocevvviiiiiiiiiinciens 84
1. Lokasi Penelitian..........c.ccciiieiiiiiiiiniiiiesec e 84

2. Gambaran Umum Shopeefood..........ccccooiiiiiiiiiiiiiiiciiine 86

3. Visi dan Misi Shopeefood.........ccocooveiiiiiiiiiiiiiiicien, 87

4.  Logo Perusahaan..........c.cccoviviiiiiiiniiiiccc e 88

B. Analisis Data ... 89
1. Deskriptif StatiStik ......cccooiuerminiiiniriieecee e 89

2. Pengujian InStrumen .........cccoovvvieneiniienc e 103

3. Pengujian Asumsi KIasiK........cccooiiiiiiiiiiiie 106

4.  Analisis Regresi Linier Berganda.............cccoooviiiiiiiiicnn, 112

5. Analisis Koefisien Determinasi (KD)........cccocoeviiiieninnenne, 114

C. UJiL HIPOLESIS et 115
1. Pengujian Parsial (Ujit).....cccooriiiiiiiiiiiici e 115

2. Uji Hipotesis Secara Simultan (Uji F) ... 117

D. Pembahasan Hasil Penelitian.........coouuveeiiieeiiiieieie e 119



X1v

1. Pengaruh E-service Quality (X1) Secara Parsial Terhadap
Kepuasan Konsumen (Y).....cooooveiiiiiiiiiiiiiee e 119

2. Pengaruh E-trust (X2) Secara Parsial Terhadap Kepuasan
KONSUMEN (Y) .1ttt 122

3. Pengaruh E-service Quality (X1) dan E-trust (X2) Secara

Simultan Terhadap Kepuasan Konsumen (Y)......ccccevvevrieeninnninnnne 125

BAB V PENUTUP ...t 128
A, KeSIMPUIAN ...t 128

Bl Saran.......cco e 129
DAFTAR PUSTAKA ... 130

LAMPIRAN ...t 136



Tabel 1.
Tabel 1.
Tabel 2.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

DAFTAR TABEL

1 Kelompok Umur Generasi Z di Kecamatan Cibiru..........ccccoeeiverinnnne 10
2 Hasil MiNi SUIVEY ...ocviiiiiiiiciic e 11
1 Penelitian Terdahulu............ccooiiiiiiiii e 18
1 Kelurahan di Cibirt........coooviiiiiiieicee e 63
2 Operasional Variabel Penelitian ............c.cccooveiiniiniiiiiniiiecseene 67
3 Klasifikasi Koefisien Reliabilitas...........cccooveviiiiiiiiiiniciiiic e 77
4 Pedoman Interpretasi Koefisien Determinasi.......ccccocveevivveniieeiineennnn 81
5 Jadwal Tahapan Penelitian ..........cccocoeiiiiiiiiiieiiee e 83
1 Deskriptif StatiStik.......oivueiieiiiiiiieesisiisee e 90
2 Jenis Kelamin Responden ............ccoovveiiiienieiiniinicicc e 91
3 Usia RESPONACN .....uiiiiiiiiiiiiieiie e 91
4 Intensitas Responden Berdasarkan Pembelian..............ccccovevviinennnn, 93
5 Interval Kelas dalam Deskripsi Hasil Penelitian..............ccccccooiinnnn 95
6 Tanggapan Responden Variabel E-service Quality (X1).....cccoovvernene. 95
7 Tanggapan Responden Variabel E-trust (X2)........cccccovvviiiiiiiicninnnnn 98
8 Tanggapan Responden Variabel Kepuasan Konsumen (Y)................ 101
9 Hasil Uji Validitas ........ccooeiiiiiiiiieciiccee e 104
10 Hasil Uji Reliabilitas ......ccvveiveriiiiieneinie e 105
11 Hasil Pengujian Kolmogorov Smirnov pada Uji Normalitas............ 107
12 Hasil Uji Multikolin€aritas............ccooveviiiiiiiiiiiciiciccsee s 110
13 COoCTIICIENT ... 112
14 Model SUMMATY .......ooiiiiiiieicic e 114
L5 ANOVAT ... 118

XV



Gambar 1.
Gambar 1.
Gambar 1.
Gambar 2.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.

DAFTAR GAMBAR

1 Infografis Persaingan Bisnis Makanan............c.cccooeviniiiicninicnncnn, 3
2 Nilai Transaksi Layanan Pesan Antar Makanan.............c.cccccveevennenne. 4
3 Penilaian KonSuUMen.........ccceviiiiiiiiiii e 6
1 Kerangka BerpiKir.......oooviiiiiiiiiiiiiiii i 58
1 Logo Shopeefood .........coiieiiiiiiiiiiiiieseee e 88
2 Garis Kontinum Variabel E-servce Quality (X2) .....ccoovveieviieninnnns 97
3 Garis Kontinum Variabel E-trust (X2) ......ccccoovieiiiiieniienicien 100
4 Garis Kontinum Variabel Kepuasan Konsumen (Y) .......ccccccveenes 103
5 Histogram Uji Normalitas .......ccc.oeviiveieeieniciieniseese e 108
6 P-plot Uji NOImMalitas .......ccecververiiiiiniinieeiseeseesiesee e 108
7 Hasil Uji Heteroskedastisitas Scatterplot............coooviviiiiiiiiinnnn, 111

Xvi



