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ABSTRAK

Komunikasi Pemasaran memiliki peran vital dalam promosi sebuah produk. Hal
tersebut terutama bagi sebuah produk baru dan inovatif. Inovasi tersebut itu lah
yang membuat Jenius sebagai produk digital perbankan dengan sistim Reinvented
Banking pertama di Indonesia harus mampu melakukan proses komunikasi
pemasaran agar produk inovasinya semakin dikenal oleh seluruh masyarakat luas.
Didasari Teori Difusi Inovasi, penelitian ini menggunakan variabel Electronic
Word of Mouth (e-WOM), e-Desain Aplikasi dan e-Relative Advantage, penelitian
ini bertujuan untuk mengetahui hubungan-hubungan variabel tersebut dengan e-
Repurchase yang dimediasi oleh e-Trust pengguna aplikasi Jenius di Surabaya.
Penelitian menggunakan metode kuantitatif kepada 120 sampel dengan pengolahan
data menggunakan SmartPLS. Hasil penelitian menunjukkan e-Relative Advantage
memiliki peran paling signifikan terhadap perilaku e-Repurchase dan e-Trust tidak
berperan untuk memediasi ketiga variabel indepeneden penelitian terhadap variabel
dependennya.

ABSTRACT

Marketing Communication has a vital role in the promotion of a product. This is
especially true for a new and innovative product. This innovation made Jenius as a
digital banking with the first Reinvented Banking system in Indonesia, had to carry
out the marketing communication process so that its innovative products could be
recognized by the entire public. Based on the Diffusion of Innovation Theory, this
study used Electronic Word of Mouth (e-WOM), e-Application Design, and e-
Relative Advantage variables. This study aimed to determine the relationship
between these variables and e-Repurchase mediated by e-Trust for Jenius users in
Surabaya. The study used quantitative methods to 120 samples using SmartPLS'
data processing. The results showed that e-Relative Advantage had the most
significant role on e-Repurchase behavior and e-Trust had no role in mediating the
three independent variables of the study on the dependent variable.



KATA PENGANTAR

Puji syukur kehadirat Allah SWT karena atas ijin, rahmat dan karunia-Nya
yang telah memudahkan penulis untuk menyelesaikan penulisan skripsi yang
berjudul “Hubungan Tingkat Electronic Word of Moth (e-WOM), Tingkat e-
Desain Aplikasi, dan Tingkat e-Relative Advantage terhadap Tingkat e-
Repurchase Digital Perbankan Jenius di Surabaya yang Dimediasi oleh
Tingkat e-Trust”

Selama proses penyelesaian skripsi ini, penulis banyak memperoleh
bimbingan dan bantuan Bapak Dr. Sunarto, M.Si. selaku dosen pembimbing.
Penulis menyadari sepenuhnya bahwa tanpa bantuan dari beliau mungkin rasanya
akan sulit bagi penulis untuk menyelesaikan skripsi ini.

Ungkapan terimakasih tak lepas pula disampaikan kepada berbagai pihak
yang telah membantu penulis dalam penyusunan skripsi ini di antaranya :

1. lbu Dr. Nurul Hasfi, S.Sos., M.A. selaku Ketua Program Studi Magister

IImu Komunikasi Universitas Diponegoro.

2. Bapak Dr. Sunarto, M.Si. selaku dosen pembimbing yang selalu sabar
dalam memberikan bimbingan dan ilmu kepada penulis.

3. Prof Naili Farida, Bapak Dr. Yanuar Lugman, M.Si., dan Bapak Dr. Adi
Nugroho, M.Si. yang sudah menguji dan memberikan saran serta
masukan dalam penelitian peneliti.

4. Kedua Orangtua dan keluarga yang selalu mendukung dan mendoakan
kelancaran penulis dalam melakukan penelitian dalam penyusunan

skripsi ini.

vi



5. Pararesponden yang sudah terlibat dalam penelitian ini.

6. Ninda selaku teman sebangku dan teman pertama di MIKOM, Pritha
selaku komting dan tempat bertukar pikiran, dan semua teman-teman
MIKOM KOMSTRA 12.

7. Winda Dwi Asmianti selaku sahabat dari jaman SMA yang selalu setia
mendengarkan keluh kesah dan bahagia bersama.

8. For J, a Chicagoan k-pop boy who has saved me. Thank you for being
born, being my pill of happiness, being my motivation. And thank you

for keeping me alive.

Semoga Thesis ini dapat memberikan manfaat kepada pembaca khususnya
para mahasiswa Pascasarjana Magister Komunikasi Universitas Diponegoro.
Penulis sadar bahwa laporan ini masih memiliki banyak kekurangan. Oleh karena
itu, penulis sangat mengharapkan saran dan kritik yang bersifat membangun demi

kesempurnaan Tesis ini.

Semarang, Juni 2021

Penulis

Diah Kurnia Hidayati

vii



DAFTAR ISI

SURAT PERNYATAAN KEASLIAN.....oiiiiiiect st [
HALAMAN PENGESAHAN TESIS ...ttt i
LEMBAR PENGESAHAN TESIS ...t ii
PANITIA PENGUJII TESIS ...ttt iv
ABSTRAK L. Y
ABSTRACT ..ttt sttt e sttt e be e Re s e e re et e et e nreereaneenes v
KATA PENGANTAR ..ottt bbb Vi
DAFTAR TSI ...ttt re e viii
DAFTAR GAMBAR ..ottt bbb Xi
DAFTAR TABEL ..ottt et xii
DAFTAR LAMPIRAN ..ottt ettt Xiii
BAB | Error! Bookmark not defined.
1.1. Latar Belakang .......ccccocoiniiinininiienn, Error! Bookmark not defined.
1.2.  Rumusan Masalah ...........ccccccovveirinnnnnne. Error! Bookmark not defined.
1.3, Tujuan Penelitian............ccocovvrininiininennn, Error! Bookmark not defined.
1.4.  Signifikansi Penelitian................ccccooeu..e. Error! Bookmark not defined.
1.4.1.  Signifikansi Akademik..................... Error! Bookmark not defined.
1.4.2.  Signifikansi Praktis ...........c.cccccueu... Error! Bookmark not defined.
1.4.3.  Signifikansi Sosial.............ccccocevennnn Error! Bookmark not defined.

1.5, Kerangka TeOr. ....cccccevvevveiierireieiieennn, Error! Bookmark not defined.
1.5.1. Paradigma Penelitian....................... Error! Bookmark not defined.
1.5.2. Stateof The Art.......ccoovrvvriviiinnnne Error! Bookmark not defined.
1.5.3. Level dan Konteks Komunikasi....... Error! Bookmark not defined.
1.5.4. Konsep Komunikasi Pemasaran....... Error! Bookmark not defined.
1.5.5.  Teori Difusi Inovasi ..........cc.cceovenee. Error! Bookmark not defined.
1.5.6. Konsep Electronic Word of Mouth..Error! Bookmark not defined.
1.5.7.  Konsep e-Desain Aplikasi................ Error! Bookmark not defined.
1.5.8. Konsep e-Relative Advantage........... Error! Bookmark not defined.
159, E-Trust ..o Error! Bookmark not defined.
1.5.10. Konsep e-Repurchase............cccoeuee. Error! Bookmark not defined.

1.6. Variabel Penelitian ..........ccccccevveveinennenn. Error! Bookmark not defined.
1.7.  Hubungan Antarvariabel ............cc.cccco.... Error! Bookmark not defined.

1.7.1.  Electronic Word of Mouth (e-WOM) secara positif memengaruhi e-
Trust.  Error! Bookmark not defined.

1.7.2.  e-Desain Aplikasi secara positif memengaruhi e-Trust. .......... Error!
Bookmark not defined.
1.7.3. e-Relative Advantage secara positif memengaruhi e-Trust. .... Error!

Bookmark not defined.
1.7.4.  Electronic Word of Mouth (e-WOM) secara positif memengaruhi e-
REPUICNASE. .....vee et Error! Bookmark not defined.

viii



1.7.5. e-Desain Aplikasi secara positif memengaruhi e-Repurchase. Error!

Bookmark not defined.

1.7.6. e-Relative Advantage secara positif memengaruhi e-Repurchase.
Error! Bookmark not defined.

1.7.7.  e-Trust secara positif memengaruhi e-Repurchase. ................. Error!
Bookmark not defined.

1.8. Kerangka Model Penelitian...................... Error! Bookmark not defined.

1.9. Definisi Konseptual............ccccovevveiieennene. Error! Bookmark not defined.

1.10.  Definisi Operasional ...............ccccvenee. Error! Bookmark not defined.

1.11.  Metoda penelitian ............cccccveeveiveennenn Error! Bookmark not defined.
1.11.1. Tipe Penelitian ............cccceveveinennen, Error! Bookmark not defined.
1.11.2. Populasi dan Sampel ............c.co....... Error! Bookmark not defined.
1.11.3. Teknik Sampling.........ccccceevevveinennenn Error! Bookmark not defined.
1.11.4. Jenis dan Sumber Data............c........ Error! Bookmark not defined.
1.11.5. Teknik Pengumpulan Data............... Error! Bookmark not defined.
1.11.6. Instrumen Penelitian.............ccccoeuo.e. Error! Bookmark not defined.
1.11.7. Skala Pengukuran.........c..cccccevvennnne. Error! Bookmark not defined.
1.11.8. Teknik Pengolahan Data.................. Error! Bookmark not defined.
1.11.9. Teknik Analisa Data..........c..cccccuenne. Error! Bookmark not defined.
1.11.10. Kualitas Penelitian.........c...cc.coe.... Error! Bookmark not defined.

BAB Il oo Error! Bookmark not defined.
2.1.1  Profil Kota Surabaya........................ Error! Bookmark not defined.
2.1.2  Visi Misi Kota Surabaya................... Error! Bookmark not defined.
2.2.1  Profil BTPN .o, Error! Bookmark not defined.
2.2.2  Profil dan Fitur Jenius............cc........ Error! Bookmark not defined.

BAB T ..o Error! Bookmark not defined.

3.1. Deskripsi Karakteristik Responden......... Error! Bookmark not defined.
3.1.1  Usia Responden.........ccccoovrirvnnennn. Error! Bookmark not defined.
3.1.2 Jenis Kelamin Responden............... Error! Bookmark not defined.
3.1.3  Pekerjaan Responden .............c......... Error! Bookmark not defined.
3.14 Pendikan Terakhir Responden ........ Error! Bookmark not defined.
3.15 Status Tempat Tinggal ................... Error! Bookmark not defined.
3.1.6  Domisili Kota Surabaya................... Error! Bookmark not defined.
3.1.7 Jumlah Pengeluaran Responden.....Error! Bookmark not defined.
3.1.8 Intensitas Mengakses Informasi tentang Jenius oleh Responden

Error! Bookmark not defined.

3.2.  Deskripsi Variabel Penelitian.................. Error! Bookmark not defined.
3.2.1  Electronic Word of Mouth (e-WOM)............ Error! Bookmark not
defined.

3.22  e-Desain Aplikasi..........cccceeveiiiennnnns Error! Bookmark not defined.
3.2.3  e-Relative Advantage............cccon... Error! Bookmark not defined.
324 e-TIUSE ..o Error! Bookmark not defined.
3.25  e-Repurchase........cccoovvniniiinnnnnnn, Error! Bookmark not defined.



3.3.  Analisa Tabulasi Silang...........c.cccceevneee. Error! Bookmark not defined.

3.3.1  Hasil Crosstab Electronic Word of Mouth (e-WOM)*e-Repurchase
Error! Bookmark not defined.

3.3.2  Hasil Crosstab Electronic Word of Mouth (e-WOM)*e-Trust*e-
REPUIChaSe.........cccoiiiiiiecec e Error! Bookmark not defined.
3.3.3  Hasil Crosstab e-Desain Aplikasi* e-Repurchase Error! Bookmark
not defined.
3.34 Hasil Crosstab e-Desain Aplikasi*e-Trust*e-Repurchase...... Error!
Bookmark not defined.
3.3.5  Hasil Crosstab Electronic Word of Mouth (e-WOM)*e-Desain
Aplikasi*e-Repurchase...........ccccevevveveiieennnnn, Error! Bookmark not defined.
3.3.6  Hasil Crosstab Electronic Word of Mouth (e-WOM)*e-Desain
Aplikasi*e-Trust*e-Repurchase...................... Error! Bookmark not defined.
3.3.7  Hasil Crosstab e-Relative Advantage*e-Repurchase............... Error!
Bookmark not defined.
3.3.8  Hasil Crosstab e-Relative Advantage*e-Trust*e-Repurchase . Error!
Bookmark not defined.
3.3.9  Hasil Electronic Word of Mouth (e-WOM)*e-Relative

Advantage*e-Repurchase ............ccoceevvvenenns Error! Bookmark not defined.
3.3.10 Hasil Electronic Word of Mouth (e-WOM)*e-Relative
Advantage*e-Trust*e-Repurchase.................. Error! Bookmark not defined.
3.3.11 Hasil Crosstab e-Desain Aplikasi*e-Relative Advantage*e-
REPUICNESE. ........ooiiiiiiceec Error! Bookmark not defined.
3.3.12 Hasil Crosstab e-Desain Aplikasi*e-Relative Advantage*e-Trust*e-
REPUIChaSE. ........coeiiiiriecee Error! Bookmark not defined.

3.3.13 Hasil Crosstab Electronic Word of Mouth (e-WOM)*e-Desain
Aplikasi *e-Relative Advantage*e-Trust........ Error! Bookmark not defined.
3.3.14 Hasil Crosstab Electronic Word of Mouth (e-WOM)*e-Desain
Aplikasi*e-Relative Advantage*e-Repurchase. ........... Error! Bookmark not
defined.

3.3.15 Hasil Crosstab Electronic Word of Mouth (e-WOM)*e-Desain
Aplikasi*e-Relative Advantage*e-Trust*e-Repurchase...... Error! Bookmark
not defined.

BAB IV ..o Error! Bookmark not defined.
4.1  Analisi Data Penelitian. .............ccccovevenee. Error! Bookmark not defined.
4.1.1  Uji Validitas dan Relibilitas............. Error! Bookmark not defined.
4.1.2  Structural Model..........c.cccoocvrrrennnne. Error! Bookmark not defined.
4.1.3  Uji HIpOtESIS ..ocovvveiiiiiiiiiieiieienn, Error! Bookmark not defined.
4.2  Interpretasi Hasil Penelitian. ................... Error! Bookmark not defined.
4.2.1  Electronic Word of Mouth (e-WOM) Memengaruhi Kepercayaan
Online (e-Trust) Pengguna Jenius di Surabaya............. Error! Bookmark not
defined.



4.2.2  e-Desain Aplikasi Memengaruhi Kepercayaan Online (e-Trust)

Pengguna Jenius di Surabaya...........cccccceeeenenn Error! Bookmark not defined.
4.2.3  e-Relative Advantage Memengaruhi Kepercayaan Online (e-Trust)
Pengguna Jenius di Surabaya...........cccccceeeenenn Error! Bookmark not defined.
4.2.4  Electronic Word of Mouth (e-WOM) Memengaruhi e-Repurchase
Pengguna Jenius di Surabaya...........cccccccevenenn Error! Bookmark not defined.
4.25  e-Desain Aplikasi Memengaruhi e-Repurchase Pengguna Jenius di
SUrabaYa.......cccoveieiieceee e Error! Bookmark not defined.
4.2.6  e-Relative Advantage Memengaruhi e-Repurchase Pengguna Jenius
di Surabaya. ........ccccoevveiiiiese Error! Bookmark not defined.

4.2.7. e-Trust Memengaruhi e-Repurchase Pengguna Jenius di Surabaya.
Error! Bookmark not defined.

BAB YV Error! Bookmark not defined.
51 Implikasi TEOrItiS ....ccoovvviriiiiiiireene Error! Bookmark not defined.
5.2 Implikasi Praktis...........ccccooniniiiininnnnnn. Error! Bookmark not defined.
5.3  Implikasi Sosial ..........cccocoviiiniiiiiiinnn Error! Bookmark not defined.

BAB V1 oo Error! Bookmark not defined.
6.1  Simpulan.........cccooeiiiiiiiien Error! Bookmark not defined.
I Y- 1 - o F R Error! Bookmark not defined.

6.2.1  AKAdEMIS .ccovvveieiiiee e Error! Bookmark not defined.
6.2.2.  PraktiS.......coocveiiiiiiiiiiiiee e Error! Bookmark not defined.
6.2.3.  SOSIAl..eeeiiiiiiii e Error! Bookmark not defined.
6.3  Keterbatasan Penelitian .............cccccceuve.. Error! Bookmark not defined.
LAMPIRAN .....oooiiiiiiiie et Error! Bookmark not defined.
DAFTAR PUSTAKA ..., Error! Bookmark not defined.
DAFTAR GAMBAR
Gambar 1.1. : Logo Tabungan Jenius Bank BTPN..........cccccovveviiieiecie e 2
Gambar 1.2. : Data Otoritas Jasa Keuangan (OJK) mengenai pertumbuhan
perbankan di INAONESIA ..........coviiiiiiiec e 4
Gambar 1.3. : Daftar penggguna e-Wallet teerbesar di Indonesia................cc.c...... 6

Gambar 1.4. : Data statistik aktivitas pencarian brand masyarakan Indonesia 2020

Gambar 1.5. : Kronologi dan klarifikasi pembobolan akun Jenius Influencer Wisnu
KUMOTO. et e e 12

Gambar 1.6. : Korban lain yang menanggapi cerita Wisnu Kumoro mengenai
pemboloban akun JENIUS ........cceeiieiiieiie e 12

Xi



Gambar 1.7. : Utas pemilik akun Twitter @adihanif92 mengenai pembobolan

deposit Jenius dan balasannya ..., 13
Gambar 1.8. : Data statistik pengguna internet dan media sosial di Indonesia 2020

.................................................................................................................. 15
Gambar 1.9. : Data statistik perilaku penggunaan media sosial di Indonesia 2020

.................................................................................................................. 16
Gambar 1.10. : Comntoh pemanfaatan Ambient Media.. ..........ccoocevviiieiciinnnn, 43
Gambar 1.11. : Proses pemanggilan iNOVasi ..........ccccocveieeresiieieese e seese e 54
Gambar 1.12. : Model proses pengambilan keputusan inovasi.............cccccccveuen. 59
Gambar 1.13. : Kerangka penelitian...........cccoooiiiiiiiinniieiece e 83

DAFTAR TABEL

Tabel 1.1. : Data pertambahan pengguna aplikasi Jenius............ccccceevvevieiieeineenne. 5
Tabel 1.2. : Indikator Penelitian Variabel Electronic Word of Mouth (e-WOM)..89
Tabel 1.3. : Indikator Penelitian Variabel e-Desain Aplikasi ...........ccccccevveennne, 89
Tabel 1.4. : Indikator Penelitian Variabel e-Relative Advantage ...............cccc....... 89
Tabel 1.5. : Indikator Penelitian Variabel -TrusSt.........cccocevviveniieniiniecee e 90
Tabel 1.6. : Indikator Penelitian Variabel e-Repurchase ...........c.ccoooovnviivnininnnn, 90
Tabel 3.1. : Usia Responden Penelitian............ccocooiiiiiiiniiienenc e, 114
Tabel 4.1. : Nilai AVE Awal Penelitian ........cccccoovvieiviiiiieiee e, 232

Xii



Tabel 4.2. : Nilai Pengolahan AVE Kedua...........ccccccevviieiieiiiie e, 233

Tabel 4.3. : Nilai Pengolahan AVE Ketiga .........ccocoovveviviveiieii e, 234
Tabel 4.4. : Nilai Pengolahan AVE Keempat...........cccoveveiienieie e, 235
Tabel 4.5. : Nilai Pengolahan Fornell-Larker Criterion..........cccccccovvveviiiiiieennnnn, 236
Tabel 4.6. : Nilai Pengolahan Cross Loading .........c.ccooeeveierenencneneneseeeees 236
Tabel 4.7. : Nilai Pengolahan Composite Reliability ...........cccooiiiniiiienne, 238
Tabel 4.8. : Nilai pengolahan R-SQUAre ... 239
Tabel 4.9. : Nilai Path Coefficients HIPOtESIS ..........cccovveveieeiiee e, 240
Tabel 4.10. : Nilai Specific Indirect Effects HIpOtesis .........ccccoeveiveveciciriennnnn, 241

DAFTAR LAMPIRAN

Lampiran | : Instrumen Kuesioner Penelitian .............cccocevvviieieeve i 284
Lampiran 11 : Data RESPONTEN .........cciiiiiiiiie e 293
Lampiran 11 : Data SKor ReSpONden ..........ccccceoviiiiiiiieiie e 298

Lampiran 1V : Model Pengukuran / Measurement Model (PLS Algorithm) Awal

Lampiran VI : Model Pengukuran / Measurement Model (PLS Algorithm) Ketiga

xiii



Lampiran VII : Model Pengukuran / Measurement Model (PLS Algorithm)
TOIAKNIT ...ttt ne e 311

Lampiran VIII : Inner Model (BOOtStrapping) ......ccccevveveereaiiereeresieeseesiesiesnnas 316

Xiv



