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PENGARUH SERVICE QUALITY TERHADAP BEHAVIORAL
INTENTIONS YANG DIMEDIASI OLEH CUSTOMER
SATISFACTION PADA SAHABAT SICEPAT

Laurenvia Fendriyun

ABSTRAK

Penelitian ini mencari kebenaran customer satisfaction menjadi pemediasi
antara service quality terhadap behavioral intentions pada Sahabat SiCepat.
Theory of Reasoned Action beserta konsep service quality, behavioral intentions,
dan customer satisfaction merupakan acuan dalam penelitian ini. Peneliti
menggunakan metode penelitian kuantitatif dan sifat penelitian eksplanatif.
Penyebaran kuesioner pada 400 responden yaitu member dan followers Instagram
@sahabatsicepat berdasarkan teknik pengambilan sampel non probability
sampling dengan purposive sampling. Teknik analisis data yang digunakan adalah
uji analisis jalur. Hasil penelitian ini yaitu adanya pengaruh langsung dan
signifikan sebesar 60.8% antara service quality terhadap behavioral intentions
yang dimediasi oleh customer satisfaction pada Sahabat SiCepat. Pada penelitian
ini customer satisfaction berperan kuat dalam memediasi service quality dengan

behavioral intentions.

Kata kunci: Service Quality, Behavioral Intentions, Customer Satisfaction, dan

Theory of Reasoned Action
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THE INFLUENCE OF SERVICE QUALITY ON BEHAVIORAL
INTENTIONS MEDIATED BY CUSTOMER SATISFACTION ON
SAHABAT SICEPAT

Laurenvia Fendriyun

ABSTRACT (English)

This study seeks the truth of customer satisfaction as a mediator between service
quality and behavioral intentions on Sahabat SiCepat. The Theory of Reasoned
Action along with the concepts of service quality, behavioral intentions, and
customer satisfaction are references in this study. The researcher uses quantitative
research methods and the nature of explanatory research. The distribution of
questionnaires to 400 respondents, namely members and followers of Instagram @
Sahabatsicepat, is based on a non-probability sampling technique with purposive
sampling. This study uses data analysis techniques correlation test, classical
assumption test, and path analysis test. The results of this study are that there is a
direct and significant effect of 60.8% between service quality and behavioral
intentions mediated by customer satisfaction at Sahabat SiCepat. In this study,
customer satisfaction plays a strong role in mediating service quality with

behavioral intentions.

Keywords: Service Quality, Behavioral Intentions, Customer Satisfaction, and
Theory of Reasoned Action

viil
Pengaruh Sevice Quality..., Laurenvia Fendriyun, Universitas Multimedia Nusantara



DAFTAR ISI

HALAMAN PERNYATAAN TIDAK PLAGIAT ........ccccooiiiiiiiieeeee ii
HALAMAN PERSETUJUAN ......cooiiiiiiieee ettt iii
HALAMAN PENGESAHAN ... ..ottt iv
HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH UNTUK
KEPENTINGAN AKADEMIS ...ttt v
KATA PENGANTAR ...ttt sttt s vi
ABSTRAK ...ttt sttt et et vii
ABSTRACT (ERGLIST) ..ottt eteesiaeseitessatessnseessnnaesnnseesnns viii
DAFTAR ISL..cce ettt ettt et eas ix
DAFTAR TABEL........ooiiie ettt sttt Xi
DAFTAR GAMBAR ...ttt xii
DAFTAR LAMPIRAN ...ttt ettt xiil
BAB I PENDAHULUAN ...ttt ettt 1
1.1 Latar Belakang Penelitian .........c.ccccooiiiiiiiiiiiiiiiiiieiiieeceecceec e 1
1.2 Rumusan Masalah .........cooiiiiiiiiiiiiiiieeeee e 6
1.3 Pertanyaan Penelitian ..........cccceeviiiiiiiiniiiieiieeeee e 7
1.4 Tujuan Penelitian..........ccocceeiiiieeiiieniiieeiieeeieeeeiee et 8
1.5 Kegunaan Penelitian...........cccoceeiiiiiiiiiiiiiiieeiieeee et 8
1.5.1  Kegunaan AKademis ............cocceeriiiiiiniiiiieniecie e 8
1.5.2  Kegunaan Praktis ........cccoooiiiiiiiniiiiiiiiieee e 8
BAB II KERANGKA TEORI.......cccoiiiiiiiiiiiieie et 10
2.1 Penelitian Terdahulu...........ccccooiiiiiiiiiiiiiiiiieiee e 10
2.2 TCOThueeursifeenuenneeneeenerontasneeneesstesntannseseeesbastasseesseasnnantesseensesneesnnasnsantenseenses 13
2.2.1 Theory of Reasoned ACtion (TRA) .......cccoucueeeviieencieeniieeeiieeeiee e 13
2.2.2 SerViCe QUALTEY ....cccveeeeeieeeiieeeeeeeee ettt e e s e eaaeeens 16
2.2.3 Behavioral INTERIIONS ............ccceieuueiiiieniieiiiieieeieeee ettt 18
2.2.4 CUSIOMET SALISTACIION «....covueeeeneeeiieeeiieessiieeeeeies st et e saste s eas 20
2.2.5 Hubungan antara Service Quality, Behavioral Intentions, dan Customer
SALISFACHION. ..ottt ettt ettt s eas 22
2.3 Kerangka PemiKiran ........c.ccoccveiiieniiniiienienieeseceeesie et 24
2.4 HIPOLESIS TEOTILIS ...cuveenirieiieiieeieeeiee ettt e 25
ix

Pengaruh Sevice Quality..., Laurenvia Fendriyun, Universitas Multimedia Nusantara



BAB III METODOLOGI PENELITIAN .....cccooiiiiiiiiiiieececeeece 26

3.1  Jenis dan Sifat Penelitian...........ccoooiiiiiiiienniiniieeeeeceee 26
3.2 Metode Penelitian ........c.ooiueeiiiiiiiiniieiiieeiieite e 26
3.3  Populasi dan SAmMPel ........coooviiiiiiiiiiiiiiieeieeete e 27
33,1 POPUIASI...eeeuiiteiiieeiiie ettt ettt e st e st st st e s eas 27
3.3.2 SAMPEL .. e sttt st 27

3.4  Operasionalisasi Variabel...........ccccoooiiiiiiiniiiiiniiiiiiecieeeeceee 29
3.4.1  Definisi KOnSeptual..........cocoiiiiiiiiniiiiiiiiiieie et 29
3.4.2 Definisi Operasional ........ccoocueeuiiiiiiiienieeniie ettt 32

3.5  Teknik Pengumpulan Data ...........coooiiiiiiiiiiiiiniiiiiiicicceie e 38
3.6  Teknik Pengukuran Data ........cccccoiiiiiiiiiiiiiiiiiiiiiieeicceieceeec e 38
3.6.1 Uji VAIAILAS ....cneeieieeiiieiieeiceieeeiceee et 39
3.6.2 Uji Reliabilitas .....cccoeiiiiiiiiiiiiiiiiiiesicceeeeeee et 41

3.7  Teknik Analisis Data.......ccccoceiviiiniiiiiiniiiieeieeeeeeeeeee e 43
371 Ui KOT@LAST ..ottt et s 43
372 Uji Asumst KIasiK ....ooevuiiiiiiiiiiiiiiiiiiieiiieeeceeceeceee e 45
3.7.3 Uji Analisis Jalur (Path ARGLYSIS) .............coovveevieeiniiiiiiiiieenee. 46
3.7.4 HIPOtESIS TEOTILIS ...eeuvrieiiieiiieiieeiieeieeeee et 50
BAB IV HASIL PENELITIAN DAN PEMBAHASAN ......coooiiiiinieeeeieeeee 51
4.1  Subjek / Objek Penelitian ...........ccceeeiuieeniiieniiiiesieeeeiieeeiee e s 51
4.2 Hasil Penelitian.........cccooviiriiiiniiiiieiiieceie et 52
4.2.1 Statistik DesKIiptif .......coooiiiiiiiiiiiiiiee e 52
4.2.2 Statistik Inferensial ...........coooeeiiiiiiiiiiii e 65

4.3 Pembahasan ..........coceiiiiiiiiiii e e 70
BAB V SIMPULAN DAN SARAN ..ottt ettt 75
5.1 SIMPUIAN...ceiiiii e 75
5.2 SATAIN ...ttt ettt esba e et esan e et e st e e b e e ba e s e e e b e sbEne e neees 75
5.2.1 Saran AKAEMIS ........eoviiiiiniiiiiiiieiee ittt ettt 75
5.2.2 Saran Praktis .......ooiiiiiiiiii e 76
DAFTAR PUSTAKA .ttt 77
LAMPIRAN ...ttt sttt se e et esbe e e b e sane e 1

X

Pengaruh Sevice Quality..., Laurenvia Fendriyun, Universitas Multimedia Nusantara



DAFTAR TABEL

Tabel 2. 1 Penelitian Terdahulu ..........c.cooiiiiiiiiiiiiiieceee, 12
Tabel 3. 1 Ukuran Sampel dalam Studi Riset Pemasaran...............cccccceeveeennnnn. 28
Tabel 3. 2 Operasionalisasi Variabel ..............cccoooiiiiiiiiiiiiiiiceeee, 35
Tabel 3. 3 SKala LIKETT......coiiiiiiiiiiiiieceeee ettt 39
Tabel 3. 4 Hasil Uji Validitas Variabel X .........cccccooiiiiiiiiiiniiiinciiceeeeee, 40
Tabel 3. 5 Hasil Uji Validitas Variabel Y ........ccoccoiiiiiiiiiiiiiiciicecceeee, 40
Tabel 3. 6 Hasil Uji Validitas Variabel Z .............coccooiiiiiiiiiiiiiiciiecceee, 41
Tabel 3. 7 Nilai Cronbach's Alpha........c.ccoiiiiiiiiiiiiieee et 42
Tabel 3. 8 Hasil Uji Reliabilitas Variabel X ........ccccooviiiiiiiniieiniiiiiiieiiiie e, 42
Tabel 3. 9 Hasil Uji Reliabilitas Variabel Y ........ccccooviiniiiiniiieiniieiiieiiee e, 43
Tabel 3. 10 Hasil Uji Reliabilitas Variabel Z............ccccoocviiniiiiniiiiniennieeeene 43
Tabel 3. 11 Tabel Koefisien Korelasi ..........ccocueeiiiniiiiiiiniiiiniiiiiniciiececceee, 44
Tabel 4. 1 Usia RESPONAEN........coviiiiiiiiiiiiiieiiieeeiieceite ettt 53
Tabel 4. 2 Pendidikan Terakhir...........cooooiiiiiiiiiiiiiiiceeeceeecee 53
Tabel 4. 3 PEKerjaan Saat INi........cueeerueeeriuieeriuieeniuieeniueeenieeesseesnseessneessseessseenns 54
Tabel 4. 4 Sumber Informasi Membership...........cccoocueevcveincieiniieeiieeiiieeeeenn. 55
Tabel 4. 5 Jumlah Paket ..........c..cooiiiiiiiiiiiiicece e 56
Tabel 4. 6 Kurir Pengiriman Lain .........coocveeriiiiniiieiniiieeniieeeiie e 56
Tabel 4. 7 Variabel Service Quality Dimensi Reliability................c.ccccoueenunce.n. 57
Tabel 4. 8 Variabel Service Quality Dimensi Responsiveness.............ccccccouuuee.. 58
Tabel 4. 9 Variabel Service Quality Dimensi ASSUTANCE ..........cccceeeeveeeeveeennnncnnn. 58
Tabel 4. 10 Variabel Service Quality Dimensi Tangible ................ccccccoovueenuncen. 59
Tabel 4. 11 Variabel Behavioral Intentions Dimensi Loyalty to the Company .... 60
Tabel 4. 12 Variabel Behavioral Intentions Dimensi Willingness to Pay More... 61
Tabel 4. 13 Variabel Behavioral Intentions Dimensi Prospensity to Switch........ 61
Tabel 4. 14 Variabel Behavioral Intentions Dimensi External Response to

PFODICH ...ttt e e et e e e e st e e s antna e s e e nnsaeesennateeeanns 62
Tabel 4. 15 Variabel Behavioral Intentions Dimensi Internal Response to Problem
............................................................................................................................... 62
Tabel 4. 16 Variabel Customer Satisfaction Dimensi Word of Mouth Positif ..... 63
Tabel 4. 17 Variabel Customer Satisfaction Dimensi Loyalitas.........c.cccceu....... 64
Tabel 4. 18 Variabel Customer Satisfaction Dimensi Pertimbangan Pertama..... 64
Tabel 4. 19 Rangkuman Hasil Koefisien Jalur Sub Struktur-1.........c..ccoceeenee. 68
Tabel 4. 20 Rangkuman Hasil Koefisien Jalur Sub Struktur-2.............cc.cceeieennee. 69
Tabel 4. 21 Rangkuman Jawaban Hipotesis ........cccccecciivriiieiiiieiniiieeiee i, 74

X1

Pengaruh Sevice Quality..., Laurenvia Fendriyun, Universitas Multimedia Nusantara


file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996043
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996051
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996054
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996055
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996056
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996058
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996059
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996060
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996061
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996758
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996759
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996760
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996761
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996762
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996763
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996764
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996765
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996766
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996767
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996768
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996769
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996770
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996771
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996771
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996772
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996772
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996773
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996774
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996775
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996776
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996777
file:///C:/Users/chen%20ping%20ping/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848(1).docx%23_Toc107996778

DAFTAR GAMBAR

Gambar 1. 1 Layanan HALU SiCePat .......ccccueeevuiiiiieeeniieeeiieeeieeeevee e 4
Gambar 1. 2 Penghargaan Most Engagement Services Brand................................ 5
Gambar 2. 1 Model of Theory of Reasoned Action...........ccccceveerieeniiniienienneen. 14
Gambar 2. 2 Anteseden dan konsekuensi service quality dengan customer
satisfaction sebagal MEAIATOT ........ceiiiiiiiiiiiiiiiieiiteete ettt eree e 23
Gambar 2. 3 Kerangka PemiKiran...........cccooiieiiiiiiniiiiiniiiinieceieciee e 24
Gambar 3. 1 Followers Instagram @sahabatsicepat............ccceevvueerniiieiniueennnneennne. 27
Gambar 3. 2 Diagram JAlUr ...........ccoooiiiiiiiiiiiiiieeee e 48
Gambar 3. 3Sub Struktur — 1 Hubungan Kausal X terhadap Z..............c.c............ 49
Gambar 3. 4 Sub Struktur — 4 Hubungan Kausal X terhadap Y Dimediasi oleh Z
............................................................................................................................... 49
Gambar 4. 1 Hubungan Kausal Empiris Antarvariabel Penelitian ....................... 69
xii

Pengaruh Sevice Quality..., Laurenvia Fendriyun, Universitas Multimedia Nusantara


file:///C:/Users/ASUS/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107998087
file:///C:/Users/ASUS/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107998088
file:///C:/Users/ASUS/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107998089
file:///C:/Users/ASUS/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107998090
file:///C:/Users/ASUS/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107998090
file:///C:/Users/ASUS/Downloads/FinalSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107998091
file:///C:/Users/chen%20ping%20ping/Downloads/RevisiSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107326960
file:///C:/Users/chen%20ping%20ping/Downloads/RevisiSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107326961
file:///C:/Users/chen%20ping%20ping/Downloads/RevisiSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107326962
file:///C:/Users/chen%20ping%20ping/Downloads/RevisiSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107326963
file:///C:/Users/chen%20ping%20ping/Downloads/RevisiSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107326963
file:///C:/Users/chen%20ping%20ping/Downloads/RevisiSkripsi_Laurenvia%20Fendriyun_00000028848.docx%23_Toc107339927

DAFTAR LAMPIRAN

Lampiran A Kuesioner Penelitian

Lampiran C Output SPSS ...t
Lampiran D Form Bimbingan SKIipsi .........cccceeriiiiiniieiniiieiniieiniieeee e
Lampiran E Hasil TUIMIEIN ......ooiiiiiiiiiiiiiiiiiie i esiee e ssieessiieessiieesieeesieeeens
Lampiran F Curricultmn VitQe ...........cccooooueeviiiiiiiiiiniiiieiieieiiieesiiteseiiessiee e

xiil
Pengaruh Sevice Quality..., Laurenvia Fendriyun, Universitas Multimedia Nusantara

Lampiran B Jawaban KU€SIONET ..........ccoiiiiiiiiiiiiiiiiiiiiiiieeiieccieeciee e



		2022-07-06T18:49:30+0700
	Agustinus Rusdianto Berto


		2022-07-07T18:05:45+0700
	Universitas Multimedia Nusantara
	Inco Hary Perdana


		2022-07-07T18:06:00+0700
	Universitas Multimedia Nusantara
	Inco Hary Perdana




