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ABSTRACT

This study aims to analyze the level of consumer loyalty in the city of Padang who shop
through the Shopee website. In this study, several consumers who live in the city of Padang and
have used the Shopee website at least twice for online shopping are used in this study. The
process of distributing questionnaires is carried out using a google form or distributed directly.
The analysis technique used is to use a frequency distribution and find the percentage of the
Respondent's Achievement Level (TCR). Based on the results of the analysis that has been
carried out, it is found that consumers who are categorized as switchers, satisfied buyers, like
the brand, habitual buyers and committed buyers have the same high level. Thus, it can be
concluded that consumers in Padang City have a strong commitment to access and use the
Shopee website but also occasionally also use other online buying and selling websites.
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ABSTRAK

Penelitian ini bertujuan untuk menganalisis loyalitas konsumen yang berbelanja online di
kota Padang melalui website Shopee. Pada penelitian ini digunakan beberapa orang konsumen
yang berdomisili di kota Padang dan minimal telah dua kali menggunakan website Shopee dalam
berbelanja online. Proses penyebaran kuesioner dilakukan dengan mengguakan google form dan
disebarkan secara langsung. Teknis analisis yang digunakan dalam menggunakan distribusi
frekuensi dan mencari persentase Tingkat Capaian Responden (TCR). Berdasarkan hasil analisis
yang telah dilakukan, ditemukan bahwa konsumen digolongkan switcher, like the brand, satisfied
buyer, habitual buyer dan commited buyer sama-sama memiliki tingkatan yang tinggi. Dengan
demikian dapat disimpulkam konsumen di kota Padang memiliki komitmen yang kuat dalam
mengakses dan menggunakan website Shopee tetapi juga sekali-sekali juga menggunakan
website jual beli online yang lain.

Kata Kunci:  Switcher, Like the Brand, Satisfied Buyer, Habitual Buyer dan Commited Buyer


mailto:alikatizari19@gmail.com
mailto:lindawati@bunghatta.ac.id
mailto:icekamela@bunghatta.ac.id

DAFTAR ISI

PERNY ATAAN oottt e e e ettt e e e e s s e bbbt aaeeeeaaans i
KATA PENGANTAR oottt ettt e e i
AB ST R A CT ettt e e e e e e e e a e vi
ABSTRAK et vii
DAFTAR IST ettt a e e s as viii
DAFTAR TABEL ..o Xi
DAFTAR GAMBAR ... ettt ea e Xii
DAFTAR LAMPIRAN ettt Xiii
BAB | PENDAHULUAN ...ttt 1
1.1 Latar Belakang PeNEIITIAN ..........ccooiiiiiiiieiii e s 1
1.2 RUMUSAN MaASAIAN .......cciiiiiiii s 6
L3 TUJUAN PENEIITIAN ...iiiiiieiiiee ettt e e e e rae e e e e naaeennaae e 7
1.4 Manfaat PENeItian .........c.ooviiiiiii e 7
BAB I TINJAUAN PUST AKA et 8
2.1 Technology Acceptance Model (TAM) ...oooiie e 8

2.1.1 Definisi Technology Acceptance Model (TAM) .....oovieiiie e 8

2.1.2 Dimensi Technology Acceptance Model (TAM) ....ooovvveiiec i, 10
2.2 Loyalitas Pelanggan dalam Berbelanja Online (Customer E-loyalty) ..................... 12

2.2.1 Pengertian Loyalitas Pelanggan dalam Berbelanja Online ................ccc......... 12

2.2.2 Indikator Pengukuran Customer E-loyalty ..........ccccoovvveiiiic i, 13

2.2.3 Faktor-faktor yang Mempengaruhi Customer E-loyalty ............ccccccovvienen. 15
2.3 Penelitian Terdaulu ... 17

BAB Il METODE PENELITIAN ..ooiiiii s 19



3.1 JENIS PENEIITIAN ..ottt 19

3.2 Populasi dan SampPel .........oo 19
3.3 Metode Pengambilan SAmpel ........c.oooviiiiiii 20
3.4 Jenis dan SUMDEE DALA ........cceoiiiiiiiiiie e 20
3.5 Definisi Operasional dan Pengukuran Variabel .............ccccooiiiiiiiiiniiis 21
3.6 UJEINSIIUMEN ...ttt 23
3.6.1 UJIE VAITITAS ..o 23
3.6.2 Uji REHADIIITAS .....oovveiiieiieee e 24
3.6.3 Metode ANALISIS DAt .........oeiuviiiieiiieiie e 24
3.6.3.1 Analisis Ukuran Kecenderungan Terpusat ..........cccccceevvveenveniieesneene 24

BAB IV ANALISIS HASIL DAN PEMBAHASAN .....ooooiiiiiiiiieeeieee e 26
4.1 Prosedur Pengambilan Sampel ..o 26
4.2 Demografis RESPONUEN .......c.uvieiiieeciie ettt e e rra e sre e e nnnee e 26
4.3 Hasil Pengujian INStrUMEN .......ccuiieiiieeiiie e ee e e e e snee e 29
4.3.1 Hasil Pengujian Validitas ..........ccccveiiiieiiiieiiiee e 29
4.3.2 Hasil Pengujian Reliabilitas ...........cccceiviiiiiiiiiiiie e 30
4.4 Analisis Tingkat Loyalitas KONSUMEN .........cceeiiiieiiiie e 31
4.4.1 Hasil Distribusi Frekuensi Dimensi SWItCher ...........cccociiiiiiiiiien, 31
4.4.2 Hasil Distribusi Frekuensi Dimensi Like the Brand ...........cccccoooiiiiininnn, 32
4.4.3 Hasil Distribusi Frekuensi Dimensi Satisfied Buyer ............ccccccevvveeviinennnen. 33
4.4.4 Hasil Distribusi Frekuensi Dimensi Habitual Buyer .............ccccoovveeviiieennen. 34
4.4.5 Hasil Distribusi Frekuensi Dimensi Commited BUYer ............ccccocvveevvveenen. 35
4.5 PEMDENASAN ..ottt 36
4.5.1 Analisis Tingkat Loyalitas Konsumen Menurut Dimensi Switcher ............... 36

4.5.2 Analisis Tingkat Loyalitas Konsumen Menurut Dimensi Like the Brand ...... 37



4.5.3 Analisis Tingkat Loyalitas Konsumen Menurut Dimensi Satisfied Buyer ..... 38
4.5.4 Analisis Tingkat Loyalitas Konsumen Menurut Dimensi Habitual Buyer ..... 39

4.5.5 Analisis Tingkat Loyalitas Konsumen Menurut Dimensi Commited Buyer ...40

BAB V PENUTUP ..ottt 42
5.1 KESIMPUIAN ..ottt 42
5.2 Keterbatasan PENEITIAN ..........ccvviiiiiiiiiie e 42
5.3 SAIAN it e e b e et e e e nnres 43
DAFTAR PUS T AK A e e e e e e e e e e e e e s e ra e aaaaeas 44

LAMPIRAN et 49



DAFTAR TABEL

Tabel 1.1 Data Pengguna Internet di INdONESIA ..........covieiiiiiiiiiieiiee e 2

Tabel 1.2 Online Shopping di Indonesia Tahun 2020 ...........ccccoiiiiiiiiiiee e 3

Tabel 3.1 Kriteria FACtor LOATING ......coviiiiiiiiieiiiesee ettt 23
Tabel 4.1 Prosedur Penyebaran KUBSIONET ............ceiiueieeiieeeiieeesiieesieeesseeeasseeesssaeessneeeesnseeens 26
Tabel 4.2 Demografis RESPONUEN .......ooviiiiiiiiie it 27
Tabel 4.3 Hasil Pengujian Validitas ...........ccooiieiiiiiiiiie e 29
Tabel 4.4 Hasil Pengujian Relabilitas ...........ccoiiiiiiiiiiiiii e 30
Tabel 4.5 Distribusi Frekuensi Dimensi SWITCEr ..o 31
Tabel 4.6 Distribusi Frekuensi Dimensi Like the Brand ...........cccccoovieiiiiiinniienic e 32
Tabel 4.7 Distribusi Frekuensi Dimensi Satisfied BUYET ..........ccccooiiiiiiiiieiiieicc e 33
Tabel 4.8 Distribusi Frekuensi Dimensi Habitual BUYEr ...........ccccveiiieeiiiie e 34

Tabel 4.9 Distribusi Frekuensi Dimensi Commited BUYEK ..........cccveviiveiiieeiiiee e ciie e 35



DAFTAR GAMBAR

Gambar 2.1 Technology Acceptance Model ...........cooiiiiiiiiiiii



DAFTAR LAMPIRAN

Lampiran | Demografis RESPONUEN ........ooiiiiiiiiiieiiieee e 49
Lampiran Il Hasil Pengujian Validitas Variabel Loyalitas ............cccccooiiiiiiiiiiiicic, 51
Lampiran 111 Hasil Pengujian Reliabilitas ... 52
Lampiran IV Distribusi Frekuensi Jawaban ReSpoNdeN ...........ccccceviieiiiiniiiiie e 53

Lampiran V TabulaSi DA ..........c.oooiiiiiiiiieiie et 57



