DAFTAR ISl

HALAMAN PERNYATAAN. ...ttt i
HALAMAN PENGESAHAN ...ttt s i
HALAMAN PERSEMBAHAN ...ttt ii
IO T TO ettt e e ettt e e e e R b bt e e e e nb bt e e e e anbbe e e e e anrbeeeeaas vi
ABSTRAK ... g ... bt S S N B oo i e evnerenenn vii
ABSTRACTE...... &l6¥ ..oy G ... e eee e W e viii
KATAPENGANTAR L.ttt sntbae e IX
DAFTAR IST,......... e . ... 0. .. & Xi
DAFTAR TABEL ...ttt Xiv
DAFTAR GAMBAR ..ottt bbb XVi
DAFTAR LAMPIRAN ..ottt XVii
BABE. %.......... cflecasat0r. . . At oo esomoosoemeetin, . - il -« - - o 1
PENDAHULUAN ...ttt bbbttt 1

A. Latar Belakang Masalah .............coccooiiiiiiic e 1

B.  Rumusan Masalah ... 10

C.  TUjuan PeNnEIILIAN .......ccviieiiie et 13

D.  Manfaat Penelitian...........ccooiiiiiiiiiiie e 14
BAB Ittt 17

Xi



TINJAUAN PUSTAKA . et 17

A, LANAASAN TOOM . cciviiiieiiie et 17
1. Kepuasan KONSUMEN ........ccviiiiiiiiiiee e 17

2. Usability Chathot...........cooiiiiiiei e 19

3. Responsiveness Chathot ...........ccocveiiiiiiiniii 21

4. Online Customer Experience (OCE) .......cccociiiieiiiiieeiiienieeniee i 24

5. Personality sebagai Variabel Moderasi............cccoovveeiiiieeiiieesiieecnne, 29

B. Penelitian Terdahulu.............coooiiiiiiiiii e 31
C. Hubungan Antar Variabel............ccccoveiiiiiiiiie e 39
D. Kerangka PEMIKIFAN ..........coieiiiieiiiie i cis e sis e see e 51
E. Hipotesis PENEltian..........cccceiiiiiiiiie e 55
= = 1 1 PP 58
METODOLOGI PENELITIAN ..o 58
A, Rancangan Penelitian ...........ccveiiiieiiiie i 58
B.  Objek Penelitian ........cccoueeiiiiiiiiie i 59
C. POpUIaSE... . i e et ol e 60
D. Sampel dan Teknik Sampling .........ccccooieeiiii i, 60
E.  BeSar SAMPEI ...ocoieiiiiieeee e 61
F.  Jenis Data PENEIItIan .........cociiiiiiiiiiiieieeeee e 61
G. Prosedur Pengambilan Data............cccccvvieeiiiiiic i 62

Xii



H. Skala Pengukuran Variabel.............ccoooiiiiiii e 63

I.  Kilasifikasi Variabel Penelitian ...........ccccoooiiiiiii 65
J. Definisi Operasional Variabel.............ccccoiiiiiii 67
Ko UJEINSITUMEN Lo 70
L. Teknik ANaliSisS Data........ccueeiiiiiiiiiiieiie i 77
BAB [V e 85
HASIL PENELITIAN DAN PEMBAHASAN ..o 85
A. Analisis Statistik Deskriptif ReSpONAeN.........cccovvveiiiiiiieiieiie e 85
B. Analisis Statistik Deskriptif Variabel..........cccccoooeiiiiiiiii s 88
C. Analisis Statistik Inferensial .............cccoooiiiiiiii e, 96
D.  Pengujian HIPOTESIS .......cccivrreiiiieiiiieesiie e e siie e e sie e stae e eie e e s s e snneeanaee s 108
E. Pembahasan Hasil Penelitian ..............cccoooiiiiiiniciiii 118
BAB AL ...... 8 T e s e e i - e eee i I 138
KESIMPULAN DAN SARAN ... 138
A, KESIMPUIAN ... sree e st e s s 138
B. Keterbatasan Penelitian ..............ccoiiiiiiiiiiiiiciicice e 141
G SAIAN .. 142
DAFTAR PUSTAKA ettt 145
LAMPIRAN L.ttt e st 160

Xiii



	DAFTAR ISI

