THE EFFECT OF E-SERVICE QUALITY AND
SERVICE QUALITY OF GOJEK WITH THE
MEDIATING ROLE OF CUSTOMER
SATISFACTION ON CUSTOMER
LOYALTY

BY :
CELINE CHRISTINA
3303015052

INTERNATIONAL BUSINESS MANAGEMENT STUDY PROGRAM
FACULTY OF BUSINESS
WIDYA MANDALA CATHOLIC UNIVERSITY
SURABAYA
2019



THE EFFECT OF E-SERVICE QUALITY AND SERVICE QUALITY OF
GOJEKWITH THE MEDIATING ROLE OF CUSTOMER
SATISFACTION ON CUSTOMER LOYALTY

UNDERGRADUATE THESIS
Addressed to
FACULTY OF BUSINESS
WIDYA MANDALA CATHOLIC UNIVERSITY OF SURABAYA
to Fulfil in Part of the Requirement
for the Degree of Bachelor Management
International Business Management Program

BY:
CELINE CHRISTINA
3303015052

INTERNATIONAL BUSINESS MANAGEMENT STUDY PROGRAM
FACULTY OF BUSINESS
WIDYA MANDALA CATHOLIC UNIVERSITY
SURABAYA
2019



APPROVAL PAGE

FINAL ASSIGNMENT
THE EFFECT OF E-SERVICE QUALITY AND SERVICEQUALITY OF
GOJEK WITH THE MEDIATING ROLE OF CUSTOMER SATISFACTION
ON CUSTOMER LOYALTY

BY:
CELINE CHRISTINA
3303015052

Approved and Accepted
to be Submitted to the Panel Team



VALIDATION PAGE

Thesis written by: Celine Christina NRP 3303015052
Has been examined on 25™ January, 2019 and declared to have passed by the panel
of examiners

Head of Examiners:
—

W

Dr. Lydia Ari Widyarini, MM.
NIK. 311.920183

Confirmed by:

Head of Program,

Robertus Sigit H., SE., M.Sc.
NIK 311.11.0678




AUTHENTICITY STATEMENT OF SCIENTIFIC PAPER AND
PUBLICATION APPROVAL OF SCIENTIFIC PAPER

For the sake of knowledge development, | as a student of Widya Mandala Catholic
University Surabaya:
I, the undersigned below:

Name : Celine Christina
NRP : 3303015052
Title : The Effect of Information Systems Advancement &

Marketing Innovation of Gojek with the Mediating Role of Customer
Satisfaction on Customer’s Loyalty

Acknowledge that this final assignment report is authentically written by me. If it
is proved that this paper is a plagiarism, | am ready to receive any sanctions from
the Business Faculty of Widya Mandala Catholic University Surabaya. | also
approve that this papers to be published or shown in the internet or other medias
(The digital library of Widya Mandala Catholic University Surabaya) for academic
importance to the extent of copyright law.

Thereby the authenticity statement and the publication approval that I made
sincerely.



PREFACE

Praise and thanksgiving to the Lord Jesus Christ for all of his help and

guidance during the final task of this thesis. The final report of this paper is
organized as a graduation requirement that must be met to obtain a degree in
Economics at the faculty of Business Management Department of Widya Mandala
Catholic University in Surabaya. The final preparation of the final report will not
work properly without the help, guidance, and support from various parties.
Therefore, the writers would like to thank:

1.

2.

3.

8.

Mr Dr. Lodovicus Lasdi, M.M., as Dean of the Faculty of Business Widya
Mandala Catholic University Surabaya.

Mr Wahyudi Wibowo, Ph.D., as Head Coordinator of International Business
Management of Widya Mandala Catholic University

Robertus Sigit H. L., S.E., M.SC, as the Head of Department of
Management, Faculty of Business, Widya Mandala Catholic University of
Widya Mandala Surabaya.

Both thesis advisors, Mrs. Marliana Junaedi, SE., M.Si. and Prof. Budi
Iswanto, MA., Ph.D., who provide support and much guidance, so this thesis
can be completed properly.

All members of Faculty of Business Faculty of Catholic University of
Widya Mandala Surabaya who give proper knowledge during the writer's
study.

All friends and other parties who cannot be named one by one, thank you
for all the help and support.

Adrian T. Sukendy, thank you for all your help, support, humor, kindness,
persistence and care. You change my whole world, and | hope the very best
in life for you.

My family—my father, mother, brother, aunt—whom | would literally die
for.

The author realizes that this proposal still has flaws—therefore, all suggestions
and criticisms are expected for the improvement of this thesis. Hopefully this thesis
can provide benefits for readers.

The writers realizes that in this thesis are still many shortcomings, therefore

criticism and suggestion for improvements are expected this thesis. Hopefully this
paper can provide benefits to readers.

Surabaya, 14 January 2019
Researcher

(Celine Christina)



TABLE OF CONTENT

Page
TITLE PAGE ...t eabens i
APPROVAL PAGE ...ttt aenees ii
VALIDATION PAGE ..ottt eans iii
AUTHENTICITY STATEMENT OF SCIENTIFIC PAPER ........ccooviviivenn e, iiii
FOREWORDS ...ttt ettt sttt nne senreas %
TABLE OF CONTENT ..ottt n areas Vi
LIST OF TABLES ...ttt e viii
LIST OF FIGURES.........coieii ittt aens iX
LIST OF APPENDIX ...ooiiiiiiiiitiiteieeeiee sttt st s nn senrens X
ABSTRACT Lttt eaas Xi
CHAPTER 1. INTRODUCTION
1.1 Background Of the StUAY.........ccceeiiiiiiiiieie e e 1
1.2 ReSearch QUESHION.........cccuiiiie ettt beeeens 5
1.3 ReSEArch ODJECHIVE.......ciuiiiiiiiieee e e 5
1.4 Significant of the StUdY.........ccoovveiiiie i e 6
1.5 Systematic OF WIIEING .....cooveiiiiieice e e 6
CHAPTER 2. LITERATURE REVIEW
2.1 Previous RESEAICH ......c.ooeiiiiiiiicceee e i 8
2.2 Theoretical FOUNAtioN ..........cooiiiiiieiiie e s 11
2.3 Relationship Between Variables ...........cccccooveviiiiiicinc s e 21
2.4 Research FrameworK..... ..o e s 25
CHAPTER 3. RESEARCH METHODOLOGY
3.1 RESEAICN DESION.....icvieiiicie et e 26
3.2 Variable Identification, Operational Definition,
Variable Measurement ..........ccoveieiriereese e e 26
3.3 Data Type and Data SOUICES...........cceriiriereiinienisieeeeeee e e 29
3.4 Data Collection Tools and Methods............ccccoeviiieniiniinininiineiens e 29
3.5 Population, Sample, and Sampling Techniques...........cccccoeevenines e 30
3.6 Data Analysis TEChNIQUE .......cccecvviieiiececc e e 31
CHAPTER 4. ANALYSIS AND DISCUSSION
4.1 Respondent CharaCteriStiCS.........uuurvrierierieiesi st e 35
4.2 Descriptive Statistics of Research Variables............ccccccoeivveiieies o 39
4.3 Data Analysis of Structural Equation Modelling (SEM) ............... ... 44
4.4 HYpOthesiS TeSHING.....cccveieeieiieie et eeans 55
T D o U 1] o] SR T 56

Vi



CHAPTER 5. CONCLUSION, LIMITATIONS, AND SUGGESTION
ST R O] 1o (V157 o] o
5.2 Limitations 0f RESEAICH ......c..coivviiiiiiiiciee e e
5.3 SUGGESTION ...t e

REFERENCES
APPENDIX

vii



Table 2.1.
Table 4.1.
Table 4.2.
Table 4.3.
Table 4.4.
Table 4.5.
Table 4.6.
Table 4.7.
Table 4.8.
Table 4.9.
Table 4.10

Table 4.11.
Table 4.12.
Table 4.13.
Table 4.14.
Table 4.15.
Table 4.16.
Table 4.17.
Table 4.18.
Table 4.19.

LIST OF TABLES

Page

Comparison Between Previous Research with the Current Research.....9
Characteristics of Respondents Based on Gender...........ccccceevvevveinnenen. 35
Characteristics of Respondents Based 0N AQE ........ccoovvvvierieneneneninns 36
Characteristics of Respondents Based on Education...............cccccue.... 37
Characteristics of Respondents Based on Occupation..............cccc....... 37
Characteristics of Respondents Based on Familiarity with Gojek........ 38
Characteristics of Respondents Based on Frequency ...........ccceceeveneen. 39
Descriptive Statistics Indicator of Service Quality...........c.cccceveenennen, 40
Descriptive Statistics Indicator of Electronic Service Quality.............. 41
Descriptive Statistic Indicator of Customer Satisfaction Variable ....... 42
. Descriptive Statistics Indicator of Customer Loyalty ..........cc.ccccvenee. 43
Result of Univariate Normality TeSt..........cccceevviiiieve i 44
Result of Multivariate Normality Test.........cccociiiininiiiiienceee, 46
ValidIty TeSt . oviiiiicie e 47
Reliability Test on Service QUality..........ccoocveieiiierieniesiese e 49
Reliability Test on E-Service Quality ..........cccceviveviiiiiiiiie e 50
Reliability Test on Customer Satisfaction ...........cccceveveverceivernnnnn 51
Reliability Test on Customer Loyalty..........ccccoooveviiiiieiieiicciic s 51
Goodness of Fit MOdel TeSt.......cccccevveieiieieeece e 54
HYPOhESIS TeSHING.......ccveiiieiie et 55

viii



LIST OF FIGURES

Figure 2.1. Research Framework



LIST OF APPENDIX

Appendix 1 Research Questionnaire

Appendix 2 Respondent Characteristic

Appendix 3 Descriptive Statistic Variable Research
Appendix 4 Normality Test

Appendix 5 Output SEM LISREL



ABSTRAK

Revolusi Industri 4.0 telah mengubah cara kita hidup, bekerja, dan
berkomunikasi satu sama lain. Inteligensi Buatan dan Analisis Data adalah Bahasa
sehari-hari dewasa ini, tetapi dibutuhkan seseorang untuk menggunakan teknologi
dan melihat sesuatu yang tidak diketahui oleh orang lain — apakabh itu tentang pola,
peluang, atau bahkan kesalaha. Perusahaan transportasi online Indonesia, Gojek,
telah berkembang pesat selama beberapa tahun terakhir. Dengan dukungan yang
tepat dalam Kualitas Layanan dan Kualitas Layanan Elektronik, Gojek dapat
meraih Kepuasan Pelanggan, dan memenangkan Loyalitas Pelanggan pada
akhirnya.

Tujuan dari penelitian ini adalah untuk meningkatkan pengetahuan kita
tentang hubungan antara Kualitas Layanan, Kualitas Layanan Elektronik, Kepuasan
Pelanggan, dan Loyalitas Pelanggan. Dengan demikian, penelitian ini berkontribusi
untuk meningkatkan pengetahuan kita tentang pengaruh Kualitas Layanan dan
Kualitas Layanan Elektronik akan Kepuasaan Pelanggan dan Loyalitas Pelanggan
pada sebuah aplikasi transportasi online bernama Gojek.

Penelitian ini adalah penelitian explantory. Responden dalam penelitian ini
adalah seluruh pelanggan yang telah menggunakan Gojek, dengan sampel sebanyak
150 responden. Data yang digunakan dalam penelitian ini adalah data primer. Data
dalam penelitian ini dikumpulkan dengan menyebarkan kuesioner. Analisis data
adalah Structural Equation Modeling (SEM) menggunakan program LISREL.

Hasil penelitian ini dapat disimpulkan sebagai berikut: (1) Kualitas Layanan
berpengaruh positif terhadap Kepuasan Pelanggan. (2) Kualitas Layanan Elektronik
beroengaruh positif terhadap Kepuasan Pelanggan. (3) Kepuasan Pelanggan
berpengaruh positif terhadap Loyalitas Pelanggan.

Kata Kunci: Kepuasan Pelanggan, Kualitas Pelayanan, Kualitas Pelayanan
Elektronik, Loyalitas Pelanggan, Gojek
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The Effect of Information Systems Advancement & Marketing Innovation of
Gojek with the Mediating Role of Customer Satisfaction on Customer’s

Loyalty

ABSTRACT

Due to Industrial Revolution 4.0, technology has altered the way we live,
work, and communicate with each other. Artificial Intelligence and Big Data
Analysis are everyone’s lexicons these days, but it takes someone to use technology
to see something that others do not—whether it be about patterns, opportunities, or
even fallacies. The Indonesian’s online transportation company, Gojek, has been
thriving for the past few years. With the right advocacy of Service Quality and E-
Service Quality, Gojek can aim for the ultimate Customer Satisfaction, and win
Customer Loyalty in the end.

The purpose of this study was to improve our knowledge of connections
between Service Quality, Electronic Service Quality, Customer Loyalty, and
Customer Satisfaction. Thus, this study contributes to the development of our
knowledge regarding the effect of Service Quality and Electronic Service Quality
on Customer Satisfaction and Customer Loyalty on an online transportation
application called Gojek.

This research is an explanatory research. Respondents in this study are all
the customers of Gojek, while samples taken are as many as 150 respondents. The
data used in this study are primary data. Data in this study were collected by
distributing questionnaires. The data analysis technique used in this research is
Structural Equation Modeling (SEM) using the LISREL program.

The results of this study can be concluded as: (1) Service Quality has a
positive effect on Customer Satisfaction. (2) Electronic Service Quality has a
positive effect on Customer Satisfaction. (3) Customer Satisfcation has a positive
effect on Customer Loyalty of Gojek Customers.

Keywords: Customer Satisfaction, E-Service Quality, Service Quality, Customer
Loyalty, Gojek
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