Appendix
Appendix 1: Questionnaire (Indonesia)
Survey Loyalitas Pelanggan Tokopedia

Halo,

Saya Giovano mahasiswa Pasca-sarjana Magister Manajemen UNIKA
Soegijapranata Semarang yang sedang melakukan penelitian tentang analisa efek
dari kepuasan pelanggan, kepercayaan, dan citra merek terhadap loyalitas pelanggan
Tokopedia. Saya harap dengan penellitian ini dapat membantu meningkatkan
kualitas layanan Tokopedia. Mohon kesediaan waktu 5 menit untuk mengisi

kuesioner ini.

Terima kasih atas partisipasinya

SECTION 1
1. Apakah anda berusia antara 17 — 40 ?
- Ya (berapa umur anda?) - Tidak (berapa umur anda?)
2. Apakah dalam dua bulan terakhir anda melakukan minimal 2 kali transaksi di
Tokopedia?
-ya - tidak
3. Jenis Kelamin
- pria - wanita

4. Pekerjaan
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- pelajar/mahasiswa - pegawai negeri
- wiraswasta - dosen/guru
- karyawan swasta - other (tuliskan)
5. Penghasilan per bulan
- di bawah 1,300,000 - 5,000,001 — 15,000,000
- 1,300,001 — 5,000,000 - di atas 15,000,000

6. Pengeluaran rata-rata setiap belanja di Tokopedia

- di bawah 200,000 -600,001 — 800,000
- 200,001 — 400,000 - 800,001 — 1,000,000
- 400,001 — 600,000 - di atas 1,000,000

7. Kategori produk yang dibeli secara online dengan pengeluaran terbesar dalam

sebulan

- buku - peralatan dapur

- elektronik - fesyen

- film dan musik - gaming

- gawai - kamera

- kecantikan - produk kesehatan

- komputer and laptop - logam mulia

- mainan dan hobi - makanan dan minuman

- perlengkapan kantor dan alat tulis- peralatan olahraga

- otomotif - perawatan hewan
- perawatan tubuh - perlengkapan pesta
- pertukangan - properti
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- peralatan rumah tangga - kebutuhan sehari-hari
- lainnya (isi)
Untuk seksi ini dan selanjutnya, silakan mengisi sesuai dengan yang paling anda
yakini sesuai dengan diri anda dengan cara memilih dari 1 hingga 5, di mana 1
adalah sangat tidak setuju hingga 5 adalah sangat setuju.
1 = Sangat Tidak Setuju
2 = Tidak Setuju
3 = Netral
4 = Setuju

5 = Sangat Setuju

Sangat 5
No Loyalitas Pelanggan tidak Tldi}k Netral | Setuju Sangat
A setuju setuju
setuju
1 Saya selalu menggunakan Tokopedia
ketika hendak mencari barang yang ingin
saya beli atau ketika mau membeli barang
2 Saya melakukan transaksi. di “Tokopedia
minimal 2 kali dalam dua bulan terakhir
3 Saya tidak ingin beralih ke e-commerce
lain selain Tokopedia
4 Saya pernah / akan merekomendasikan
Tokopedia kepada kerabat saya
Sangat .
No Citra Merek tidak | 93K | Noiral | Setuju | Dangat
. setuju setuju
setuju
1 Tokopedia yang saya ingat populer di
lingkungan saya
2 Tokopedia yang saya ingat memiliki
reputasi yang bagus
3 Tokopedia yang saya ingat memiliki
aplikasi yang mudah digunakan
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Sangat .
No Kepuasan Pelanggan tidak Tld%k Netral | Setuju Sangat
. setuju setuju
setuju
1 Saya merasa senang ketika bertransaksi di
Tokopedia
2 Saya merasa layanan Tokopedia sudah
sesuai dengan ekspektasi saya
3 Saya merasa aplikasi Tokopedia sudah
memiliki kualitas yang bagus
Sangat .
No Kepercayaan tidak Tldz}k Netral | Setuju Sangat
. setuju setuju
setuju

1 Saya merasa Tokopedia akuntabel dalam

hal keamanan bertransaksi

2 Saya merasa transaksi yang saya lakukan
melalui Tokopedia tidak ada kendala di

luar permasalahan dengan para penjual

3 Saya merasa klaim Tokopedia sesuai

dengan layanan yang diberikan

4 Saya merasa janji Tokopedia sesuai

dengan layanan yang diberikan

Questionnaire (English)
Tokopedia Customer Loyalty Survey

Hello,

I am Giovano, a postgraduate student of Master of Management at UNIKA

Soegijapranata Semarang who is researching the effects of customer satisfaction,

trust, and brand image on Tokopedia customer loyalty. I hope this research could
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increase the quality of Tokopedia's services. Kindly spare 5 minutes to fill out this

questionnaire.

Thank you for your participation

SECTION 1
1. Are you between the ages of 17 —40?
- yes (how old are you?) - no«(how old are you?)

2. Have you made at least two transactions at Tokopedia in the last two months?

- yes - Nno
3. Gender
- male - female

4. Occupancy

- student -'government employee
- entrepreneur - lecturer/teacher
- employee --other (fill out)

5. Income per month
- below 1,300,000 - 5,000,001 — 15,000,000
- 1,300,001 — 5,000,000 - above 15,000,000

6. Average spending per purchase at Tokopedia

- below 200,000 - 600,001 - 800,000
- 200,001 — 400,000 - 800,001 — 1,000,000
- 400,001 — 600,000 - above 1,000,000
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7. The category of products purchased online with the largest expense in a month

- books - kitchen utensils

- electronics - fashion

- movies and music - gaming

- gadget - camera

- beauty - healthcare

- computers and laptops - precious metals

- toys and hobbies - food and beverage
- office supplies and stationery - sports equipment
- automotive - pet care

- body care - party supplies

- carpentry - property

- household appliances - daily needs

- other (fill out)

For this section and the next, please fill in what you believe best fits you by choosing
from 1 to 5, where 1 is strongly disagree to 5 is strongly agree.

1 = Strongly Disagree

2 = Disagree
3 = Neutral
4 = Agree

5 = Strongly Agree

90



already has good quality

No E-Loyalty ]S)tll;glglgg Disagree | Neutral | Agree Sg‘g:gy
1 I always use Tokopedia when I
search what I want to buy or when
I directly make a purchase
2 I made transactions on Tokopedia
at least twice in the last two
months
3 I don't want to switch to other e-
commerce besides Tokopedia
4 I have or will recommend
Tokopedia to my acquaintance(s)
No Brand Image ]S)tll;glgli}é Disagree | Neutral | Agree Sg‘g:égely
1 Tokopedia that T remember is
popular in my circle
2 Tokopedia that I remember has a
good reputation
3 Tokopedia that I remember has an
easy-to-use app
No E-Satisfaction lS)tl:glglgg Disagree | Neutral | Agree Sggreg:y
1 I feel happy when purchase “at
Tokopedia
2 I feel that Tokopedia's service has
met my expectations
3 I feel that Tokopedia’s application
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No Trust St‘rongly Disagree | Neutral | Agree Strongly
Disagree Agree
1 I feel that Tokopedia is
accountable in  terms  of
transaction security
2 I feel that the transactions I do
through Tokopedia have no
problems apart from the problems
with the sellers
3 I feel that Tokopedia's claim is in
accordance with the services
provided
4 I feel that Tokopedia's promise is
in accordance with the services
provided
Appendix 2: Database of Respondents
Monthly | Average
Income Purchase
No | Age | Gender Occupation Purchase Categor
& : (Rp) (Rp) sory
Million | Thousand
1 26 | Female | Self-employed |-1.3-5 200 - 400 Food and Beverage
2 23 | Female | Employee 5-15 <200 Daily Needs
3 19 | Female | Student <1.3 200-400 Fashion
4 24 | Male Student =13 <200 Fashion
5 23 | Female | Student 1.3-5 <200 Bills
6 24 | Female | Self-employed | 5-15 > 1,000 Daily Needs
7 25 | Female | Employee 1.3-5 > 1,000 Bills
8 27 | Male Employee 5-15 600 - 800 Electronic
9 23 | Male Employee 1.3-5 200 - 400 Electronic
10 | 22 | Female | Employee 5-15 200 - 400 Toy and Hobby
11 19 | Female | Student <13 200 - 400 Fashion
12 | 24 | Female | Self-employed | 5-15 > 1,000 Daily Needs
13 | 24 | Female | Employee 5-15 200 - 400 Household Appliance
14 | 39 | Female | Employee 1.3-5 200 - 400 Fashion
15 | 31 | Male Employee 5-15 800 - 1,000 | Bills
16 | 39 | Female | Employee 5-15 400 - 600 Household Appliance
17 | 27 | Male Employee 1.3-5 200 - 400 Gadget
18 | 37 | Female | Employee >15 400 - 600 Food and Beverage
19 | 26 | Male Employee 5-15 200 - 400 Fashion
20 | 36 | Male Employee 1.3-5 <200 Bills
21 37 | Female | Employee 5-15 200 - 400 Household Appliance
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22 | 37 | Female | Employee 5-15 200 - 400 Household Appliance
23 38 | Female | Employee 1.3-5 <200 Fashion

24 30 | Male Employee 5-15 <200 Household Appliance
25 40 | Female | Employee 1.3-5 <200 Fashion

26 34 | Male Employee 5-15 200 - 400 Automotive

27 33 | Male Employee 1.3-5 400 - 600 Fashion

28 37 | Female | Employee > 15 400 - 600 Food and Beverage
29 | 27 | Female | Employee 5-15 200 - 400 Daily Needs

30 | 25 | Male Bureaucrat 5-15 400 - 600 Fashion

31 25 | Female | Employee 1.3-5 <200 Daily Needs

32 | 25 | Male Self-employed | 5-15 <200 Toy and Hobby

33 25 | Male Student 1.3-5 200 - 400 Computer and Laptop
34 | 25 | Male Employee > 15 800 - 1,000 | Computer and Laptop
35 35 | Male Employee 5-15 > 1,000 Food and Beverage
36 | 24 | Female | Employee 1.3-5 <200 Daily Needs

37 | 26 | Male Employee 5-15 200 - 400 Fashion

38 26 | Male Employee 5-15 200 - 400 Fashion

39 18 | Male Student <13 200 -400 Book

40 18 | Female | Student 1.3-5 > 1,000 Precious Metal

41 18 | Male Student 1.3-5 400 - 600 Toy and Hobby

42 | 27 | Male Self-employed | <1.3 <200 Bills

43 35 | Female | Bureaucrat 5-15 200- 400 Computer and Laptop
44 32 | Female | Employee 5-15 200 - 400 Daily Needs

45 18 | Female | Student <13 200 - 400 Daily Needs

46 18 | Male Student <1.3 400 - 600 Electronic

47 18 | Male Student 5173 <200 Food and Beverage
48 21 | Female | Student <1.3 <200 Beauty

49 17 | Female | Student =513 <200 Daily Needs

50 | 28 | Male Employee ek, 400 - 600 Precious Metal

51 18 | Male Student 1.3-5 <200 Book

52 17 | Male Student <7¥.3 <200 Paket Data

53 19 | Male Student <13 > 1,000 Electronic

54 | 24 | Male Employee 1.3-5 400 - 600 Daily Needs

55 17 | Male Student 1.3-5 > 1,000 Automotive

56 19 | Male Student <13 200 - 400 Healthcare

57 19 | Female | Student = e <200 Beauty

58 24 | Female | Student <13 200 - 400 Fashion

59 | 20 | Male Student <13 <200 Fashion

60 19 | Female | Student <13 200 - 400 Book

61 19 | Female | Student <1.3 200 - 400 Body Care

62 18 | Male Student <1.3 200 - 400 Gaming

63 20 | Female | Student <1.3 <200 Food and Beverage
64 18 | Female | Student <13 400 - 600 Fashion

65 25 | Female | Student 1.3-5 > 1,000 Beauty

66 | 20 | Male Student 1.3-5 <200 Electronic

67 | 20 | Female | Student <13 <200 Fashion

68 19 | Female | Student <13 200 - 400 Book

69 | 20 | Female | Student <1.3 <200 Beauty

70 | 20 | Female | Student <1.3 <200 Beauty

71 20 | Female | Student <1.3 200 - 400 Daily Needs

72 19 | Female | Student 1.3-5 <200 Daily Needs

73 20 | Male Student 1.3-5 200 - 400 Automotive

74 | 20 | Female | Student <13 200 - 400 Fashion
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75 | 31 | Female | Employee 5-15 <200 Beauty

76 19 | Male Student <1.3 200 - 400 Gaming

77 18 | Male Student <1.3 <200 Daily Needs

78 20 | Male Student <13 <200 Electronic

79 | 20 | Male Student <1.3 200 - 400 Computer and Laptop
80 | 22 | Female | Student 5-15 <200 Household Appliance
81 20 | Male Student <13 <200 Fashion

82 19 | Male Student 5-15 > 1,000 Gaming

83 20 | Female | Student 1.3-5 200 - 400 Fashion

84 | 20 | Male Student <13 200 - 400 Electronic

85 24 | Male Student 1.3-5 200 - 400 Gaming

86 25 | Female | Student 1.3-5 > 1,000 Electronic

87 | 23 | Male Student 1.3-5 200 - 400 Gaming

88 22 | Female | Student 5-15 200 - 400 Office Tool and Stationery
89 | 20 | Male Student 1.3-5 200 - 400 Fashion

90 | 20 | Female | Student <43 200 - 400 Toy and Hobby

91 20 | Female | Student 3 <200 Beauty

92 20 | Male Student 1.3-5 <200 Automotive

93 21 | Female | Student < I3 <200 Daily Needs

94 22 | Male Student e 200 - 400 Automotive

95 22 | Male Student ) <200 Gadget

96 | 22 | Male Student <13 <200 Gadget

97 | 21 | Female | Student <13 200 - 400 Beauty

98 23 | Female | Bureaucrat 5-15 400 - 600 Fashion

99 33 | Female | Lecturer 1.3-5 <200 Bills

100 | 21 | Male Student =173 <200 Toy and Hobby

101 | 26 | Female | Employee 5-15 > 1,000 Household Appliance
102 | 31 | Female | Self-employed | 5-15 200 - 400 Household Appliance
103 | 28 | Female | Self-employed | 1.3-5 400 - 600 Daily Needs

104 | 19 | Female | Student <13 <200 Electronic

105 | 20 | Male Student <7¥.3 <200 Film dan Musik

106 | 28 | Female | Doctor 5-15 400 - 600 Food and Beverage
107 | 28 | Female | Doctor 5-15 400 - 600 Food and Beverage
108 | 26 | Female | Employee 1.3-5 400 - 600 Electronic

109 | 21 | Female | Student <1.3 200 - 400 Beauty

110 | 21 | Female | Student < e 200 - 400 Electronic

111 | 22 | Female | Student <13 200 - 400 Fashion

112 | 25 | Male Employee 1.3-5 200 - 400 Electronic

113 | 21 | Female | Student <1.3 200 - 400 Beauty

114 | 21 | Male Student <13 400 - 600 Electronic
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Data Tabulation

Appendix 3
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102 2 3 1 3 2 4 4 3 4 2 4 5 4 5
103 4 4 3 4 5 4 5 4 4 4 4 4 4 4
104 2 1 3 5 5 5 5 5 5 5 5 5 5 5
105 4 3 4 3 5 5 5 5 5 4 4 4 4 3
106 5 5 3 5 4 5 4 5 5 5 5 5 5 5
107 5 5 3 5 4 5 4 5 5 5 5 5 5 5
108 2 3 2 3 4 3 3 3 3 3 3 3 3 3
109 5 5 3 5 5 5 5 5 5 5 5 5 5 5
110 2 4 2 2 5 4 4 4 4 4 4 4 4 2
111 5 4 3 4 4 4 4 4 4 5 4 4 4 4
112 5 4 4 3 3 3 4 4 4 4 4 4 3 4
113 5 5 3 5 5 5 5 5 5 5 5 5 5 5
114 4 4 3 3 3 2 4 3 3 4 3 3 3 3
Appendix 4: Validity Test of Collecting Data Tool
Correlations
X11 X12 X13 X
X11 Pearson Correlation 1 432% 455™ .829™
Sig. (2-tailed) .000 .000 .000
N 114 114 114 114
X12 Pearson Correlation 432" 1 501 .789™
Sig. (2-tailed) .000 .000 .000
N 114 114 114 114
X13 Pearson Correlation 455 501 1 179
Sig. (2-tailed) 000 000 000
N 114 114 114 114
X Pearson Correlation .829™ 789" 779 1
Sig. (2-tailed) .000 .000 .000
N 114 114 114 114
**_ Correlation is significant at the 0.01 level (2-tailed).
Correlations
Ml11 M12 M13 M1
Ml1 Pearson Correlation 1 .688"™ 666" .889™
Sig. (2-tailed) 000 .000 .000
N 114 114 114 114
M12 Pearson Correlation 638" 1 692" .893™
Sig. (2-tailed) .000 .000 .000
N 114 114 114 114
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M13 Pearson Correlation 666" 692" 1 .881™
Sig. (2-tailed) 000 000 000
N 114 114 114 114
M1 Pearson Correlation .889" .893™ .881™ 1
Sig. (2-tailed) 000 000 000
N 114 114 114 114
**_ Correlation is significant at the 0.01 level (2-tailed).
Correlations
M21 M22 M23 M24 M2
M21 Pearson Correlation 1 .530™ .605™ 612" .824™
Sig. (2-tailed) 000 000 000 000
N 114 114 114 114 114
M22 Pearson Correlation 530" 1 637" 591 .807"
Sig. (2-tailed) 000 000 000 000
N 114 114 114 114 114
M23 Pearson Correlation .605™" 637" 1 769" .884™
Sig. (2-tailed) .000 .000 .000 .000
N 114 114 114 114 114
M24 Pearson Correlation 6127 591" 769" 1 873"
Sig. (2-tailed) .000 .000 .000 .000
N 114 114 114 114 114
M2 Pearson Correlation .824™ .807"" .884™ 873" 1
Sig. (2-tailed) 000 000 000 000
N 114 114 114 114 114
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Y11 Y12 Y13 Y14 Y
Yl Pearson Correlation 1 341 567" 395 .796™
Sig. (2-tailed) .000 .000 .000 .000
N 114 114 114 114 114
Y12 Pearson Correlation 341" 1 267 426" .694™
Sig. (2-tailed) .000 .004 .000 .000
N 114 114 114 114 114
Y13 Pearson Correlation 567 267 1 376 750"
Sig. (2-tailed) 000 004 000 000
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N 114 114 114 114 114
Y14 Pearson Correlation 395" A426™ 376" 1 714"
Sig. (2-tailed) .000 .000 .000 .000
N 114 114 114 114 114
Y Pearson Correlation 796" .694™ .750™ 714 1
Sig. (2-tailed) .000 .000 .000 .000
N 114 114 114 114 114
**_Correlation is significant at the 0.01 level (2-tailed).
Appendix 5: Reliability Test of Collecting Data Tool
Reliability Statistics
Cronbach's Alpha Part 1 Value .593
N of Ttems 22
Part 2 Value 1.000
N of Items 1°
Total N of Items 3
Correlation Between Forms 561
Spearman-Brown Coefficient Equal Length 719
Unequal Length 737
Guttman Split-Half Coefficient .601
a. The items are: X11, X12.
b. The items are: X12, X13.
Reliability Statistics
Cronbach's Alpha Part 1 Value 815
N of Items 22
Part 2 Value 1.000
N of Items 1°
Total N of Items 3
Correlation Between Forms 739
Spearman-Brown Coefficient Equal Length .850
Unequal Length .863
Guttman Split-Half Coefficient 750
a. The items are: M11, M12.
b. The items are: M12, M13.
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CMIN

Reliability Statistics
Cronbach's Alpha Part 1 Value .689
N of Items 22
Part 2 Value .869
N of Items 20
Total N of Items 4
Correlation Between Forms 742
Spearman-Brown Coefficient Equal Length .852
Unequal Length .852
Guttman Split-Half Coefficient .852
a. The items are: M21, M22.
b. The items are: M23, M24.
Reliability Statistics
Cronbach's Alpha Part 1 Value .508
N of Items 22
Part 2 Value 542
N of Items 20
Total N of Items 4
Correlation Between Forms 611
Spearman-Brown Coefficient Equal Length 759
Unequal Length 759
Guttman Split-Half Coefficient 755
a. The items are: Y11, Y12.
b. The items are: Y13, Y14.
Appendix 6: Goodness of Fit Index
NPAR CMIN | DF P | CMIN/DF
Default model 33 | 143,050 | 72 | ,000 1,987
Saturated model 105 ,000 0
Independence model 14 | 936,048 | 91 | ,000 10,286
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RMR, GFI

RMSEA

Model RMR GFI | AGFI | PGFI

Default model ,054 ,852 ,785 | ,585

Saturated model ,000 | 1,000

Independence model | ,302 ,262 ,149 | 227

Baseline Comparisons
NFI | RFI IFI | TLI

Model Deltal | rhol | Delta2 | rho2 CFI
Default model ,847 | ,807 918 | 894 | ,916
Saturated model 1,000 1,000 1,000
Independence model ,000 |,000 ,000 | ,000 ,000
Model RMSEA | LO 90 | HI90 | PCLOSE
Default model ,093 ,071 ,116 ,002
Independence model ,287 ,270 ,303 ,000

101



=\

=

PLAGIARISM
CHECK

)
7

7

I

)

3 9 50/ PLAGIARISM
- O APPROXIMATELY

Report #13035667

CHAPTER I PRELIMINARY 1.1. INTRODUCTION The utilization of
the internet nowadays is nolongera privilege but has

become anecessity. According to the Association of Internet
Service Providersinindonesia/AP]Il (2019), penetration o
finternetusersinindonesiareached 64.8% of the total
population of Indonesia or 171.17 million internet usersin
2018. Moreover, the number of usersincreased by 10.12%
fromthe previous year. As users grow, so does e-commerce.
Many parties are taking advantage of alarge number of
internetusersinindonesiato sellproducts through social
media and e-marketplace. BankIndonesiain Wahyudi (2019)
guoted total online transactions reach 19 trillion rupiahs
eachmonthin2019. These transactions were greaterthan
thosein 2018 which amounted to 12 trillion rupiahs per

month (Olivia & Rahmawati, 2019). This shows thate-commerce
isacommon practice inthe community. Inthis decade,

the number of sellers and buyers is skyrocketing, therefore

the presence of a marketplace is necessary to mediate
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