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PENGARUH KEPERCAYAAN DAN RESIKO BERTRANSAKSI DI
E-COMMERCE SHOPEE TERHADAP KEPUTUSAN MEMBEL I
YANG DIMEDIASI OLEH VARIABEL KEPUASAN

ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kepercayaan dan
resiko bertransaksi di e-commerce shopee terhadap keputusan membeli yang
dimediasi oleh variabel kepuasan pada mahasiswa/i Sekolah Tinggi IImu
Ekonomi Indonesia Jakarta

Metoda pengambilan data yang digunakan dalam penelitian ini yaitu
metoda survei dengan menggunakan koesioner dimana sampel terpilih
ditentukan dengan cara teknik purposive sampling, yang selanjutnya
dianalisis dengan metoda analisis jalur menggunakan perangkat statistik
SPSS versi 26.0.

Hasil analisis menunjukkan bahwa: 1). Kepercayaan berpengaruh
langsung terhadap kepuasan membeli pelanggan pada E- commerce Shopee,
2). Risiko bertransaksi tidak berpengaruh langsung terhadap kepuasan
pelanggan pada E-commerce Shopee, 3). Kepercayaan berpengaruh
langsung terhadap keputusan membeli pelanggan pada E-commerce
Shopee, 4). Risiko bertransaksi berpengaruh langsung terhadap keputusan
membeli pelanggan pada E-commerce Shopee, 5). Kepuasaan berpengaruh
langsung terhadap keputusan membeli pelanggan pada E-commerce Shopee,
6). Kepercayaan berpengaruh terhadap keputusan membeli dengan
kepuasan pelanggan sebagai variabel mediasi pada E-commerce Shopee, 7).
Risiko Bertransaksi tidak berpengaruh terhadap keputusan membeli dengan
kepuasan pelanggan sebagai variabel mediasi pada E-commerce Shopee.

Kata kunci : kepercayaan , resiko , keputusan membeli , kepuasan
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THE INFLUENCE OF TRUST AND TRANSACTION RISK IN
SHOPEE E-COMMERCE TO PURCHASE DECISIONS MEDIATED
BY SATISFACTION VARIABLES

ABSTRACT

This research aims to find out the influence of trust and risk of
transacting in shopee e-commerce on purchase decisions mediated by
satisfaction variables in students Of Indonesian Higher School of Economics
Jakarta.

The data retrieval method used in this study is a survey method using
a coercioner where the selected sample is determined by means of purposive
sampling technique, which is further analyzed by path analysis method using
spss statistics device version 26.0.

The results of the analysis showed that: 1). Trust has a direct effect on
customer purchase satisfaction in Shopee E-commerce, 2). Transaction risk
does not directly affect customer satisfaction in Shopee E-commerce, 3). Trust
directly affects customer purchase decisions on Shopee E-commerce, 4).
Transaction risks directly affect customer purchase decisions on Shopee E-
commerce, 5). Satisfaction directly affects the decision to buy customers on
Shopee E-commerce, 4). Transaction risk directly affects customer purchase
decisions on Shopee E-commerce, 5). Satisfaction directly affects the decision
to fix li customers on E-commerce Shopee, 6). Trust influences purchase
decisions with customer satisfaction as a mediation variable on Shopee E-
commerce, 7). Transacting risk has no effect on purchase decisions with
customer satisfaction as a mediation variable on Shopee E-commerce.

Keywords: trust, risk, purchase decision, satisfaction




DAFTAR ISI

Halaman
JUDUL ettt ettt ettt bt n et i
PERNYATAAN KEASLIAN SKRIPSI......coiiiiiieiiese e ii
PERSETUJUAN PEMBIMBING........ccotiiiiieiiiisieesesese et iii
HALAMAN PENGESAHAN.......oootiict ettt iv
KATA PENGANTAR ..ottt ettt se e enneneas v
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI SKRIPSI UNTUK
KEPENTINGAN AKADEMIS. ...ttt vii
ABSTRAK ..ottt sttt b ettt e ettt e st et e nas viii
ABSTRACT .ottt ettt ettt een bRttt ettt e ne et e iX
[ o A B Y SRRSO X
DAFTAR TABEL ..ottt ettt snene e Xiii
DAFTAR GAMBAR ...ttt sttt a st e ettt s bt nene e Xiv
DAFTAR LAMPIRAN . ......ooitiititet ettt a et s s s ene e XV
BAB | PENDAHULUAN ..ottt st snenes 1
1.1.  Latar Belakang Masalah............cccoveoeiiiiieiiiieececee et 1
1.2 Perumusan Masalah ..........cccoiririerieiiieeeeeseseeee e 7
1.3 TUJUAN PENEHILIAN c..eovvieeeieeeee ettt sre e 7
1.4 Manfaat PENEIITIAN .......cooiviiirieeeeee e 8
BAB _KAJIAN PUSTAKA ..ttt st nneas 5
2.1.  Review Hasil — hasil Penelitian Terdahulu..........cccccceoveiriniininineneneececnene 5
2.2 LANASAN TOM.c.ueeueeuirieriesterieietet ettt ettt ettt sae 13
221 PEMASAIAN ....ceeieiiteeie ettt ettt ettt sbe e sbe e sbe e sae e saee e 13
2.2.2. E-COMIMEICE ...ttt et 15
2.2.3 (T LS o |V o DRSSP 17
2.2.4 RISIKO BEItranSakSi .......cveuveiiriiriiriinieniesiesieiee et 20
2.2.5. Keputusan Membeli...........oooeriiieiiieee e 21
2.2.6 KEPUBSAAN ...ttt ettt sttt e b e b s 23
2.3 Keterkaitan Antar Variabel Penelitian ..........cccooevieiinieienieeeee e 26
2.3.1. Pengaruh Kepercayaan Terhadap Keputusan Membeli ........c.ccccoverveveennenne. 26
2.3.2. Pengaruh Risiko Bertransaksi Terhadap Keputusaan Membeli.................... 26
2.3.3. Pengaruh Kepercayaan Terhadap Kepuasan.........cccceceeeervreieneneesennnceens 27
2.3.4. Pengaruh Risiko Bertransaksi Terhadap Kepuasan .........c.cceccevvveereneneennnne 27



Halaman

2.3.5. Pengaruh kepuasaan terhadap keputusan membeli.........cccoceveveveiieininenne. 28

2.3.6. Kepercayaan berpengaruh langsung terhadap keputusan membeli melalui
G oL P SPUPURRRR 28

2.3.7. Risiko bertransaksi berpengaruh terhadap keputusan membeli melalui

KEPUASAAN .....vvvvveereeeeeeiee e e e e e e ececcet e reeree e e e e e e e e s e s s e e snannensnrenraeeeeaaees 28
2.4.  Pengembangan HIPOLESIS ......cc.eoueieieirinieriesteieeeeeee e 29
2.5. Kerangka Konseptual Penelitian...........cocoevereneneininenenseeeceeeee 29
BAB HHILMETODA PENELITIAN ..ottt s 31
3.1 Strategi PENElItIAN .......ceevieieeseeee et 31
3.2 Populasi dan Sampel Penelitian ..........cocveverinerenereieeneeeseseere e 31
3.2.1 POPUIBST ...ttt st 31
3.2.2 SampPel PeNElitian.........ccueiuieieciiiececteeee ettt 31
3.3. Data dan Metoda Pengumpulan Data............cccecueeeeveiieecienieeeere et 32
3.3.1 Uji ASUMST KIBSIK .....evevinieieieieieeeeseseseeeee s 37
3.4. Operasionalisasi Variabel ...........ccooeiiirininineeeee e 38
3.5, Metoda ANAliSiS Data........cceeeeeieieiriirinesesiee ettt eae 40
3.5.1. Metoda Pengolahan Data .........ccccceiuieieiiiiieeieseceece ettt s 40
3.5.2. Metoda Penyajian Data.........ccceevveveeiieeieiieiieeiesie et eee e ee et sveesaesreeveeneens 40
3.5.3. Analisis SatiStik Data...........coveeeereriririenierienieee e 40
BAB IV_HASIL PENELITIAN DAN PEMBAHASAN.......ccooiiiieeiseees e 48
4.1 Deskripsi Objek PeNelitian..........ccciiieiiiiecieseceecese ettt st 48
4.2 DeSKripsi RESPONUEN .......cceiieieriieieiesieere ettt 48
4.3, HaSH UJi INSIIUMEN ......eiiiiieieeceee ettt st enae s 50
4.3.1.  Variabel Kepercayaan (X1) ...c.ccceceeeeveneeriecieeeesiesreesieste e sveesesseenesnas 50
4.3.2. Variabel RiSiko BertransakSi ( X2).....cceceerereereereeiienieseesieseeeenieeeeeee e eeeees 52
4.3.3. Variabel Kepuasan (Z ) ..ccoeceoe ettt 55
4.3.4. Variabel Keputusan Membeli (Y )..ccvoeeciieeieseeeere et 57
4.4, Uji ASUMST KIBSTK.......oeivieeieiecieeiesie ettt st esaenae s 60
440, UJi NOMMAIITAS. ....eeeiieieieieeee ettt st st ees 60
4.4.2. Uji HeteroSKedastiSItas. ........c.evereeriereeierie et eeesie e see et eee s eee s 60
4.4.3. Uji MUILIKOIONEITAS .....c.veivieeeeie sttt 61
4.5, ANAlisis SatiStiK Data.........cccevererierieieireresereseee e 61
4.5.1. Analisis jalur ( model sub struktur dan koefisien jalur ) ......c..cccoocevvevrennenne. 61
4.6.  Pembahasan Hasil ..........ccooeeiiiiieieeeee e 71
46.1. Pengaruh Kepercayaan Terhadap Keputusan Membeli ............ccccvueeeeee. 71

Xi



Halaman

4.6.2. Pengaruh Risiko Bertransaksi Terhadap Keputusan Membeli.................. 71
4.6.3. Pengaruh Kepercayaan Terhadap Kepuasan.........ccccceeeveecereeeesieseennenn, 72
4.6.4. Pengaruh Risiko Bertransaksi Terhadap Kepuasan ...........c.ccceeevevverveennene. 72
4.6.5. Pengaruh Kepuasan Terhadap Keputusan Membeli .........c.cccccoveveennennene. 72
4.6.6.  Pengaruh Langsung Kepercayaan Terhadap Keputusan Membeli Melalui
Kepuasan Sebagai Variabel Mediasi...........ccceeceveneeceseeeereceereceeeene, 73
4.6.7. Pengaruh Risiko Bertransaksi Terhadap Keputusan Membeli Melalui ........
Kepuasan Sebagai Variabel Mediasi ..........cccevvevirenenenenencriceeeeene 73
BAB V_SIMPULAN DAN SARAN ...ttt 74
5.1 SIMPUIAN ottt sttt e ra et 74
I T 1 - o OSSR SPPR RS 75
5.3.  Keterbatasan dan Pengembangan Penelitian Selanjutnya..........c.cccccoevveeeennene 76
DAFTAR REFERENSL......ccuuiiieiieiiitiin e rr s e e e e s eanes 77
LI T 2 N 79

Xii



DAFTAR TABEL

Halaman
Tabel 1 1 survei Akses e-commerce di INAONESIA..........cccererereiieiiiiee e 2
Tabel 3 1. Bobot Nilai SKala LIKEIT .........ccooiiiiiiiiiiisiie s 33
Tabel 3 2. Indikator Variabel Kepercayaan (X1)......ccoceeveieiieeiesiesiieseseese e seesesne e 34
Tabel 3 3. Indikator Variabel Risiko Bertransaksi (X2) ......c.ccoererriiiiininenenereeeeeenn 34
Tabel 3 4. Indikator Variabel Keputusan membeli (Z) ..o, 35
Tabel 3 5. Indikator Variabel Kepuasaan (Y) .....cccccvieeiieiiiieiciesee e s 35
Tabel 4.1. Responden Berdasarkan Jenis Kelamin .........cccooeviiiieiinenin e 49
Tabel 4.2. Responden Berdasarkan Tahun Masuk Perguruan Tinggi ........c.cccceeevveinnnn. 49
Tabel 4.3. Responden Berdasarkan Frekuensi Pembelian............ccccoovivveieiieiienc e, 49
Tabel 4.4. Total Skor Jawaban Responden Variabel Kepercayaan ( X1) .....cccccocevvvvnnnnn. 50
Tabel 4.5. Validitas Instrumen per Butir untuk Variabel Kepercayaan (Xi)........cccoveuenne. 51
Tabel 4..6. Nilai r, Variabel Kepercayaan ( X1) .....ccccvveeieeiiiiieeiiniiie e sne e 52
Tabel 4.7. Total Skor Responden Variabel Risiko Bertransaksi ( X2) .c..cccoovevveveinennnn. 53
Tabel 4.8. Validitas instrumen per butir untuk variabel risiko bertransaksi (X2)............ 54
Tabel 4.9. Nilai rp Variabel Risiko Bertransaksi ( X2) .c.ccocovvevivieiiieiiiieie e 54
Tabel 4.10. Total Skor Responden Variabel Kepuasan (Z).......ccccecevvvveveieeiieseseenenn, 55
Tabel 4.11. Validitas instrumen per butir untuk variabel kepuasan (Z).........cccccccevvrennn. 56
Tabel 4.12. Nilai rp, Variabel Kepuasan (Z).........ccccuiiiiiiieieieessesese s 57
Tabel 4.13. Total Skor Responden Variabel Keputusan Membeli (Y) .occcovveieiiinennnne, 58
Tabel 4.14. Validitas instrumen per butir untuk variabel keputusan membeli (Y) ......... 59
Tabel 4.15. Nilai r, Variabel Keputusan membeli (Y) ..., 60
Tabel 4.16. Uji Normalitas KoOImOgorov SMIrn0V..........cccceeieieninininene e 60
Tabel 4.17. Hasil Uji Heteroskedastisitas ...............ccccceeeeeiiciiriiiiieieeceeeee e 60
Tabel 4.18. Hasil Uji MUIIKOIONETTTAS ........ccoiveiiiiiiirieie e 61
Tabel 4.19. Coeficient SUD StrUKLUF L........coooieiiiiieeiece s 61
Tabel 4.20. Koefisien DetermMiNaSi.........ccccvvivieiereerieseeieseseesese e see st sie e sreeseeseeeee s 63
Tabel 4.21. Hasil Uji Simultan X; Xz terhadap Z......ccccooviveiiiiiciceeecee e, 63
Tabel 4.22. Coeficient SUD SITUKLUr 2 .....c.ooiiiiie e 64
Tabel 4.23. KOefiSien DetermMiNasi........ccccciereieieiirisesene e 66
Tabel 4 24. Hasil Uji Simultan X1 X2 Z terhadap Y......cccooooviiiniiiinineneessieeens 67
Tabel 4 25. Hasil Sobel tes X1 terhadap Y melalui Z............cccovevveiiviicicccie e, 68
Tabel 4 26. Hasil sobel tes X2 terhadap Y melalui Z............cccoovvniiiiiiiiiiiccies 69

xiii


file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78370107
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78370626
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78370627
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78370628
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78370629
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78370630
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447325
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447326
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447327
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447328
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447329
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447330
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447331
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447332
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447333
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447334
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447335
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447336
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447337
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447338
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_Toc78447339
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_bookmark88
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_bookmark89
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_bookmark90
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_bookmark91
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_bookmark92
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_bookmark93
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_bookmark94
file:///C:/Users/windows10/Documents/skripsi%20betul/Skripsi%20Wakhidah%20Moya%20Purwoko.docx%23_bookmark95

DAFTAR GAMBAR

Halaman
Gambar 2 1 Lima — Tahap Proses Keputusan Pembelian Kotler dan Keller................... 22
Gambar 2 2.Kerangka konseptual X; dan X terhadap Y yang demediasi variabel ......30
Gambar 3.1. Sub Struktur 1 dan Sub StrUKEUr 2. 42
Gambar 4.1. Diagram Skala Likert Variabel Kepercayaan.............ccccoovveiencieicinnnn, 51
Gambar 4.2. Diagram Skala Likert Variabel Risiko Bertransaksi...........c.ccccooevvivinnenne. 53
Gambar 4.3. Diagram Skala Likert Variabel Kepuasan ............ccocooviiiiinencicininenn, 56
Gambar 4.4. Diagram Skala Likert Variabel Kepuasan ............ccccoovviiiinencicininenn, 58
Gambar 4.5. Pengaruh Sub Struktur 1 dan Sub Struktur 2..........cccceeevveveiiiiieie e, 69

Xiv



Lampiran 1.
Lampiran 2.
Lampiran 3.
Lampiran 4.
Lampiran 5.
Lampiran 6.
Lampiran 7.
Lampiran 8.
Lampiran 9.

Lampiran 10.
Lampiran 11.
Lampiran 12.
Lampiran 13.
Lampiran 14.
Lampiran 15.
Lampiran 16.
Lampiran 17.
Lampiran 18.
Lampiran 20.
Lampiran 21.
Lampiran 22.
Lampiran 23.
Lampiran 24.
Lampiran 25.
Lampiran 26.

DAFTAR LAMPIRAN

Halaman

Kuesioner PeNelitian..........cooveeerereerineeeseeeee e 79
Tabulasi Kuesioner Variabel Kepercayaan (X1).....ccoceveeveeviereeceeveneeneenne. 83
Tabulasi Kuesioner Variabel Resiko Bertransaksi (X2)......ccocevevvereeenuenne. 85
Tabulasi Kuesioner Variabel Kepuasaan (Z)......cccceoevverereneneneeneeenene. 87
Tabulasi Kuesioner Variabel Keputusan Membeli (Y) .cocovevvevevviieenenee. 89
Hasil Uji Validitas Variabel Kepercayaan (X1) ......cccccceveverenenienieeeennenn 91
Hasil Uji Validitas Variabel Risiko Bertransaksi (X2).......c.ccocevevvevrennene 92
Hasil Uji Validitas Kepuasan (Z) ......c.ccceeeveeeeveneeceeseeeece s 93
Hasil Uji Validitas Keputusan Membeli (Y) ...cooviveceieceececeeeeceeee, 94
Tabulasi Skor Genap Ganjil Variabel Kepercayaan (X1) ....ccccceevveveeennens 95
Hasil Uji Reabilitas Variabel Kepercayaan (X1) ....ccccveeeevveveevevieseeenene. 97
Tabulasi Skor Genap Ganjil Variabel Risiko Bertransaksi (X2)............... 98
Hasil Uji Reabilitas Variabel Risiko Bertransaksi (X2)......cccccceevevennene 100
Tabulasi Skor Genap Ganjil Variabel Kepuasan (Z) .......c.cccceeeeveereennene. 101
Hasil Uji Reabilitas Variabel Kepuasan (Z) ........cccoceevveveveieeceeseeeennens 103
Tabulasi Skor Genap Ganjil Variabel Keputusan Membeli (2) ............. 104
Hasil Uji Reabilitas Variabel Keputusan Membeli (Y) ....cccccveeevveiennns 106
Tabulasi Data Berpasangan ..........ccceeeeeeveeeereenteeeesiesreeseesteeeesseseeenenns 107
Outputs SPSS DeSKIipsi Data.........cccvecvevereeeierieneenieseeeesieeeeseeseeeenees 109
Hasil Uji ASUmSi KIaSIK ........ccciiieiiiiieieieceee e 110
Hasil Output SPSS SUBLIUKLUN L.......ccveeieiecieeieeeeeeceeeee e 112
Hasil Output SPSS SUBSLIUKIUN 2 .....ccveeveieeieeieeeeeee e 113
Hasil Output SODEI TESL......eceeeiieieeeeee e 114
Surat Keterangan RISEL .........ccvcveiviiieieieceeese et 115
Daftar Riwayat HidUpP.......ccoeeeeiieieierieeese et 116

XV



