DAFTAR ISI

ABSTRAK ..ot 1
KATA PENGANTAR ..ot il
DAFTAR ISL ..ot \%
DAFTAR TABEL......ooiiiiiiii e vii
DAFTAR GAMBAR ......oooiiiiii viil
DAFTAR PERSAMAAN ..ottt ix
DAFTAR LAMPIRAN ...ttt X
BAB I PENDAHULUAN ...ttt 1
1.1, Latar BelaKang ........cccccoiiiiiiiiiiee e 1
1.2, Rumusan Masalah ........c.cccoiiiiiiii e 2
1.3, Tujuan Penelitian ..........ccooiiiiiiiieiiiiiie e 3
1.4. Ruang Lingkup dan Batasan Masalah .............cccccoooeiiniiniiiiiiincnee 3
1.5, Manfaat Penelitian..........ccoovviiiiiiiiiiiii e 4
1.6.  Sistematika Penulisan............cccooeviiiiiiiiiiicice e 5
BAB II DASAR TEORIL......ooiiiiiiiiiiii s 7
2 B D 1) G Lo ) o LSRR OPR PPN 7
2.1.1. Pelayanan .......occooiieiiioiiieee s 7
2.1.2.  Kualitas Pelayanan ...........ccccoceiiiiiiiiiiiniciec e 8
2.1.3.  Kepuasan Pelanggan ............cccoeriiiiiiiiieiii e 9
2.1.4. Harapan Pelanggan.............cccooveiiiiiiiiiiiiiciiceceeeee e 10
2.1.5.  Aplikasi ShopeeFood Driver.........ccccccviiiiiiiiiiiie e 11
2.1.6. Metode Electronic Service Quality (E-Servqual)............c...cccoe..... 12
2.1.7.  Metode Customer Satisfaction Index (CSI).......cccccvrviriiniiennnnne 16
2.1.8.  Responden Penelitian...........cccocevviiiiiiiiiiiniiec e 18
2.1.9. Uji ValIdItas......c.ccoveveiiiiniiiieiiciei e 19
2.1.10. Uji Relabilitas ......cccveivveriiiiiiieiieie e 20
2.1.11. Skala Penelitian...........cccovviviiiiiiiiiiiici e 21

2.2.  Tinjauan Pustaka.........cccccoiiiiiiiii e 22
BAB Il METODOLOGI PENELITIAN......ccooiiiiiiiiiie e 24
3.1.  Metodologi Penelitian ..........ccccoceiiiiiiiiiieniieeec e 24
3.2, Metode Penelitian..........ccoovviiiiiiiiiiiiiiiiiice 28
3.3, Objek Penelitian ..........coeiiiiiiiiiiiiesceee e 29
3.4.  Populasi dan Sampel .........ccccooviiiiiiiiiiiii 29
3.5.  Jenis dan Sumber Data .........ccoooviiiiiiiiii 30
3.6. Metode Pegumpulan Data ..........cccecviiiiiiiiiiii 30
BAB IV ANALISIS DAN PERANCANGAN ....oooiiiiiiiiiieieieseee e 32
4.1.  Deskripsi Penelitian.........ccccceviiiiiiiiiiiiiiiciics s 33
4.2.  Definisi Dimensi E-Service Quality.........ccccoceiiiiiiiniiiiicieiccce 33
4.3. Indikator E-Service QUality.........ccccoeiiiiiiiiiiiiiiiei e 40
4.4. Penetapan Atribut Penelitian ...........cccoooiiiiiiiiiiiiee e 43
4.5. Penyusunan Kuesioner Penelitian ............cccoovviiiiiiiiiiiiiiiiiicie 47
BAB V HASIL DAN PEMBAHASAN ..ottt 51
5.1.  Gambaran Umum ReSponden...........cccceiiiiiiiininiiiciiieeseee e 51



5.1.1. Uji Validitas Data .......ccceeeiiiiiiiieiiiic i 54

5.1.2.  Uji Reliabilitas Data..........cccoovriiiiiiiiiiiiicceee e 56
5.1.3. Rata-rata Tingkat Kinerja (Performance) ............ccccuevvniiinniniunnnnnn, 57
5.1.4. Rata-rata Tingkat Kepentingan (Importance) .............cccccoouevvrnnnn. 61
5.1.5.  Gap (KeSeNJangan) ..........cccueerueeinuieininiesniieesieeesieessneesssneesssnee e 66
5.1.6.  Skor Customer Satisfaction Index (CSI).......cccoovrriiiiiiniiniinninne 71

5.2, Pembahasan .........cccocoiiiiiiiiiie e 73
5.2.1. Analisa GAP (kesenjangan) Berdasarkan Metode E-servqual........ 74
5.2.2. Analisa Tingkat Kepuasan Pengguna Berdasarkan Metode CSI .... 76
5.2.3. Rekomendasi Perbaikan Kualitas Layanan.............cccccooeniininnnnn. 76
BAB VIPENUTUP ..ottt e 79
0.1, KeSIMPUIAN....cuiiiiiiiiiiicie s 79
0.2, SATAN ....iiiiiiiiiiie e 81

LD N S N A O N S SR 82
LAMPIRAN ...ttt ettt bt sttt sttt et 85

Vi



