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D Akuntansi

4. Angkatan . [ 2017 []2019

[

2018 D2020

B. Petunjuk Pengisian

Pilihlah salah satu alternatif jawaban:

Sangat setuju (SS) jika anda merasa sangat setuju dan sependapat
dengan pernyataan tersebut.

Setuju (S) jika anda hanya merasa setuju dengan pernyataan
tersebut.

Netral (N) jika anda merasa netral dengan pernyataan tersebut.

Tidak setuju (TS) jika anda merasa tidak sependapat dengan
pernyataan tersebut.

Sangat tidak setuju (STS) jika anda merasa sangat tidak sependapat

dan menganggap pernyataan itu salah.
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NO PERNYATAAN SS TS | STS
Brand Image (X1)
1 Saya merasa marketplace tokopedia
sebagai situs jual beli online yang dapat
bertahan di benak konsumen
2 Saya merasa nyaman dalam berbelanja di
marketplace tokopedia
3 Saya merasa marketplace tokopedia lebih
baik daripada e-commerce lainnya
NO PERNYATAAN SS TS | STS

E-Service Quality (X2)

Saya merasa informasi produk di situs web

tokopedia mudah didapatkan

Saya merasa kerahasiaan informasi pribadi

di situs web tokopedia terjamin

Saya merasa situs web tokopedia memiliki

fitur yang lengkap

Saya merasa sering berinteraksi dengan
konsumen lain melalui kolom komentar
mengenai produk dan jasa yang ditawarkan

pada situs web tokopedia

Saya merasa customer service situs web
tokopedia memberikan layanan yang baik

dan mampu menangani masalah yang
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terjadi

NO

PERNYATAAN

SS

TS

STS

Customer Satisfaction (Xs)

Saya merasa situs web tokopedia
menawarkan produk yang sesuai dengan

harapan konsumen

Saya merasa situs web tokopedia
memberikan pelayanan yang sesuai

dengan harapan konsumen

Saya merasa bangga menjadi pelanggan

situs web tokopedia

Saya merasa situs web tokopedia
menawarkan produk dengan harga yang

sesuai dengan harapan konsumen

Saya merasa tidak perlu mengeluarkan
biaya tambahan untuk mendapatkan suatu

produk pada situs web tokopedia

NO

PERNYATAAN

SS

TS

STS

E-Word Of Mouth (Y)

Saya sering mengakses informasi
mengenai marketplace tokopedia melalui

situs jejaring sosial

Saya sering memberikan  komentar

mengenai marketplace tokopedia melalui
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situs jejaring sosial

Saya sering memberikan informasi produk
dan jasa marketplace tokopedia melalui

jejaring sosial




Lampiran 3 : Data Identitas Dari Jawaban Respoonden
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No | X1.1 | X1.2 | X1.3 | TOTAL | X2.1 | X2.2 | X2.3 | X2.4 | X2.5| TOTAL | X3.1 | X3.2 | X3.3 | X3.4 | X45| TOTAL | Y1.1|Y1.2| Y13 TOTAL
1 4 4 4 12 4 4 4 3 4 19 4 4 4 4 4 20 4 2 2 8
2 3 4 4 11 4 4 3 3 4 18 4 4 4 4 4 20 4 3 4 11
3 5 4 4 13 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 12
4 4 4 4 12 4 4 4 3 4 19 4 4 4 4 4 20 4 2 2 8
5 4 4 3 11 4 3 4 3 4 18 4 4 4 4 4 20 4 3 3 10
6 5 5 5 15 5 4 5 4 5 23 5 4 4 5 5 23 5 5 5 15
7 4 4 4 12 5 4 5 4 5 23 4 5 5 4 4 22 5 4 5 14
8 5 5 3 13 5 5 5 4 5 24 5 5 5 5 5 25 3 3 4 10
9 5 5 5 15 4 1 4 4 4 17 4 4 5 5 3 21 5 4 3 12

10 4 4 5 13 4 5 4 4 4 21 4 4 5 5 4 22 4 4 4 12
11 4 4 3 11 4 3 4 4 3 18 4 4 4 4 4 20 4 4 4 12
12 4 4 4 12 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 12
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25

14

290

13

22

23

14

291

12

20

25

15

292

12

23

23

15

293

12

22

20

13




294

12

20

25

15
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295

13

21

23

14

296

12

22

21

14

297

14

24

24

14

298

13

23

23

14

299

12

20

25

15

300

12

22

23

12

301

11

22

21

14

302

14

25

25

14

303

12

20

24

15

304

14

20

24

14

305

14

20

25

11

306

13

22

23

12

307

14

20

24

15

308

14

23

23

10




309

12

22

21

14
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310

12

23

23

12

311

13

25

25

15

312

13

22

21

12

313

15

21

22

13

314

14

23

20

14

315

13

23

23

14

316

12

25

23

15

317

13

23

23

14

318

14

23

22

15

319

14

23

23

13

320

14

22

22

14

321

12

23

24

14

322

15

22

22

12
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323 5 5 14 4 5 5 5 23 5 5 25 15
324 5 5 14 4 4 4 4 20 5 5 23 12
Lampiran 4 : Data SPSS versi 26
o Karakteristik Responden
Statistics
Jenis Kelamin Program Studi Angkatan
N Valid 324 324 324
Missing 0 0 0




Jenis Kelamin

Frequency Percent Valid Percent | Cumulative Persent

Laki-laki 118 36,6 36,6 36,6

Perempuan 206 63,4 63,4 100.0
Total 324 100.0 100.0

Program Studi

Frequency | Percent Valid Percent | Cumulative Persent

lImu Ekonomi 97 30 30 30

Manajemen 167 51,7 51,7 81,7

Akuntansi 58 18,3 18,3 100.0
Total 324 100.0 100.0
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Angkatan
Frequency | Percent Valid Percent | Cumulative Persent
2017 153 471 471 471
N 2018 102 31,6 31,6 787
2019 42 13 13 91,7
2020 27 8,4 8,4 100.0
Total 324 100.0 100.0
e Uji Frekuensi Brand Image (X1)
X1.1
Valid Cumulative
Frequency Percent Percent Percent
Valid N 29 9.0 9.0 9.0
S 206 63.6 63.6 72.5
SS 89 27.5 27.5 100.0
Total 324 100.0 100.0
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X1.2
Valid Cumulative
Frequency Percent Percent Percent
Valid TS 2 .6 .6 .6
N 18 5.6 5.6 6.2
S 177 54.6 54.6 60.8
SS 127 39.2 39.2 100.0
Total 324 100.0 100.0
X1.3
Valid Cumulative
Frequency Percent Percent Percent
Valid TS 7 2.2 2.2 2.2
N 33 10.2 10.2 12.3
S 159 49.1 491 61.4
SS 125 38.6 38.6 100.0
Total 324 100.0 100.0
o Uji Frekuensi E-Service Quality (X2)
X2.1
Valid Cumulative
Frequency @ Percent Percent Percent
Valid TS 1 3 3 3
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N 31 9.6 9.6 9.9

S 180 55.6 55.6 65.4

SS 112 34.6 34.6 100.0

Total 324 100.0 100.0

X2.2
Valid Cumulative
Frequency Percent Percent Percent

Valid STS 1 3 3 3

TS 2 .6 .6 9

N 30 9.3 9.3 10.2

S 171 52.8 52.8 63.0

SS 120 37.0 37.0 100.0

Total 324 100.0 100.0

X2.3
Valid Cumulative
Frequency Percent Percent Percent

Valid TS 2 .6 .6 .6

N 13 4.0 4.0 4.6

S 172 53.1 53.1 57.7

SS 137 42.3 42.3 100.0

Total 324 100.0 100.0
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X2.4
Valid Cumulative
Frequency @ Percent  Percent Percent
Valid STS 5 1.5 1.5 1.5
TS 9 2.8 2.8 4.3
N 33 10.2 10.2 14.5
S 172 53.1 53.1 67.6
SS 105 32.4 32.4 100.0
Total 324 100.0 100.0
X2.5
Valid Cumulative
Frequency @ Percent Percent Percent
Valid TS 2 .6 .6 .6
N 25 7.7 7.7 8.3
S 171 52.8 52.8 61.1
SS 126 38.9 38.9 100.0
Total 324 100.0 100.0

o Uji Frekuensi Customer Satisfaction (X3)

X3.1
Valid Cumulative
Frequency Percent Percent Percent
Valid N 23 7.1 7.1 7.1
S 150 46.3 46.3 53.4
S 151 46.6 46.6 100.0
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Total 324 100.0 100.0
X3.2
Valid Cumulative
Frequency Percent Percent Percent
Valid N 12 3.7 3.7 3.7
S 135 41.7 41.7 454
SS 177 54.6 54.6 100.0
Total 324 100.0 100.0
X3.3
Valid Cumulative
Frequency Percent Percent Percent
Valid TS 1 3 3 3
N 24 7.4 7.4 7.7
S 145 44.8 44.8 52.5
SS 154 47.5 47.5 100.0
Total 324 100.0 100.0
X3.4
Valid Cumulative
Frequency Percent Percent Percent
Valid N 20 6.2 6.2 6.2
S 150 46.3 46.3 52.5
SS 154 47.5 47.5 100.0
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Total 324 100.0 100.0
X3.5
Valid Cumulative
Frequency Percent Percent Percent
Valid TS 5 15 15 1.5
N 19 59 59 7.4
S 145 44.8 44.8 52.2
SS 155 47.8 47.8 100.0
Total 324 100.0 100.0
e Uji Frekuensi E-word Of Mouth (Y)
Y1.1
Valid Cumulative
Frequency Percent Percent Percent
Valid STS 3 9 9 9
TS 7 2.2 2.2 3.1
N 27 8.3 8.3 114
S 140 43.2 43.2 54.6
SS 147 454 454 100.0
Total 324 100.0 100.0
Y1.2
Valid Cumulative
Frequency  Percent Percent Percent
Valid STS 6 1.9 1.9 1.9
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TS 14 4.3 4.3 6.2
N 23 7.1 7.1 13.3
S 150 46.3 46.3 59.6
SS 131 404 404 100.0
Total 324 100.0 100.0
Y1.3
Valid Cumulative
Frequency Percent Percent Percent
Valid STS 5 1.5 1.5 1.5
TS 11 3.4 3.4 4.9
N 27 8.3 8.3 13.3
S 143 44 1 44 1 57.4
SS 138 42.6 42.6 100.0
Total 324 100.0 100.0
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e Uji Validitas Brand Image (X1)

Correlations

Brand
X1.1 X1.2 X1.3 Image
X1.1 Pearson 1 2717 109 6117
Correlation
Sig. (2-tailed) .000 .050 .000
N 324 324 324 324
X1.2 Pearson 2717 1 338" 752"
Correlation
Sig. (2-tailed) .000 .000 .000
N 324 324 324 324
X1.3 Pearson 109 3387 1 738"
Correlation
Sig. (2-tailed) .050 .000 .000
N 324 324 324 324
Brand Image Pearson 6117 752" 738" 1
Correlation
Sig. (2-tailed) .000 .000 .000
N 324 324 324 324

**_Correlation is significant at the 0.01 level (2-tailed).
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X2.1

X2.2

X2.3

X2.4

X2.5

Uji Validitas E-Service Quality (X2)

Pearson
Correlation
Sig. (2-tailed)
N

Pearson
Correlation
Sig. (2-tailed)
N

Pearson
Correlation
Sig. (2-tailed)
N

Pearson
Correlation
Sig. (2-tailed)
N

Pearson
Correlation
Sig. (2-tailed)
N

Correlations

E-Service
X2.1 X2.2 X2.3 X2.4 X2.5 Quality

1 279" 253" 256" 225" 567"
.000 .000 .000 .000 .000
324 322 324 324 323 324
2797 1 433" 385" 408" 713"
.000 .000 .000 .000 .000
322 322 322 322 321 322
253" 433" 1 302" 426" 665"
.000 .000 .000 .000 .000
324 322 324 324 323 324
256" .385" 302" 1 498" 732"
.000 .000 .000 .000 .000
324 322 324 324 323 324
225" 408" 426" 498" 1 727"
.000 .000 .000 .000 .000
323 321 323 323 323 323
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E-Service Pearson 567" 7137 665" 7327 727" 1
Quality Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 324 322 324 324 323 324
**_ Correlation is significant at the 0.01 level (2-tailed).
e Uji Validitas Customer Satisfaction (X3)
Correlations
Customer
X3.1 X3.2 X3.3 X3.4 X3.5 Satisfaction
X3.1 Pearson 1 4237 258" 287" 350 6327
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 324 324 324 322 322 324
X3.2 Pearson 423" 1 304 483" 421 711
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 324 324 324 322 322 324
X3.3 Pearson 258" 304 1 394" 481" 676
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 324 324 324 322 322 324
X3.4 Pearson 287" 483" 394" 1 433" 707"

Correlation

118



Sig. (2-tailed) .000 .000 .000 .000 .000
N 322 322 322 322 320 322
X3.5 Pearson 350" 4217 4817 433" 1 757"
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 322 322 322 320 322 322
Customer Pearson 632" 7117 676" 707" 757" 1
Satisfaction Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 324 324 324 322 322 324
**_Correlation is significant at the 0.01 level (2-tailed).
e Uji Validitas E-Word Of Mouth (Y)
Correlations
E-Word Of
Y1.1 Y1.2 Y1.3 Mouth
Y1.1 Pearson 1 517 483" 770"
Correlation
Sig. (2-tailed) .000 .000 .000
N 323 322 323 323
Y1.2 Pearson 517" 1 723" 889"
Correlation
Sig. (2-tailed) .000 .000 .000
N 322 323 323 323
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Y1.3 Pearson 483"
Correlation
Sig. (2-tailed) .000
N 323
E-Word Of Pearson 770"
Mouth Correlation
Sig. (2-tailed) .000
N 323

723"

.000
323

889"

.000
323

324

870"

.000
324

870"

.000
324

324

**_Correlation is significant at the 0.01 level (2-tailed).
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