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CHAPTER 5  

CONCLUSION 

 

5.1. Conclusion 

Based on the result and discussion of this research, this research could 

conclude that: 

1. The influence of process quality has an influence on customer satisfaction. 

Process quality that the fitness center created will significantly increase 

customer satisfaction. Therefore, hypothesis (H1) process quality influences 

customer satisfaction, is accepted.  

2. The influence of process quality has an influence on customer delight. This 

finding confirms that there is a significant effect between process quality 

and customer delight. Therefore, hypothesis (H2) process quality influences 

customer delight, is accepted. 

3. The influence of outcome quality has an influence on customer satisfaction. 

This finding confirms that there is no significant effect between outcome 

quality and customer satisfaction. Therefore, hypothesis (H3) outcome 

quality influences customer satisfaction, is rejected. 

4. The influence of outcome quality has an influence on customer delight. 

Outcome quality that the fitness center created will significantly increase 

customer delight. Therefore, hypothesis (H4) outcome quality influences 

customer delight, is accepted. 

5. The influence of customer delight has an influence on customer satisfaction. 

Customer delight that the fitness center created will significantly increase 

customer satisfaction. Therefore, hypothesis (H5) customer delight 

influences customer satisfaction, is accepted. 

6. The influence of customer delight has an influence on behavioral intention. 

This finding confirms that there is no significant effect between customer 

delight and behavioral intention. Therefore, hypothesis (H6) customer 

delight influences behavioral intention, is rejected. 
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7. The influence of customer satisfaction has an influence on behavioral 

intention. Customer satisfaction that the fitness center created will 

significantly increase behavioral intention. Therefore, hypothesis (H7) 

customer satisfaction influences behavioral intention, is accepted. 

 

5.2. Managerial Implications 

Based on the result of this research, it claims that the process quality gives 

impact to customer satisfaction. Therefore, the fitness centers companies need to 

pay attention to their process quality to increase the satisfaction of their customers. 

The researcher suggests that the companies notice more on their facilities 

presentation, core services, staffing, and parking. This strategy can be performed 

through maintaining or expanding the fitness facilities, such as parking lots, fitness 

classes, and fitness equipment.  

In addition, customer satisfaction is also significant in positively influencing 

behavioral intention. This means the satisfied or dissatisfied customers could affect 

the behavioral intention of the fitness centers. Based on this study, process quality 

has significant impact on customer satisfaction. Thus, fitness center could improve 

the facilities presentations by keeping the fitness center clean and well maintained. 

Moreover, the manager of fitness center should always share an up-to-date 

information about their classes and promo using banner and social media. Hence, 

if the fitness center successfully makes the customer satisfied with their fitness 

center, it could be benefices the fitness center by the loyalty from their customers. 

In this study, this research examines that customer delight is affected by 

customer satisfaction. In this regard, the fitness center companies must emphasize 

the goals of the customers, so the customers could achieve their satisfaction to make 

the customers loyal towards the fitness center. The researcher suggests to improve 

more friendly and responsive coaches and employees, so that the customers could 

enhances their exercise, ability, and knowledge. 

Finally, it also found that outcome quality affects customer delight. Every 

customer who joins the membership of a fitness center has various reasons, like 

health, relaxation, and stress release. Since the outcome quality of each customer is 
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different, thereby, the fitness centers need to listen more to the customers’ goals to 

develop their strategy towards their company. Fitness centers could distribute 

surveys to get the information of what members want to achieve their goals. 

 

5.3. Limitation of the Research 

 Based on the progress of this research that has been done, these are several 

limitations in this research as follows: 

1. The research result of outer loadings on process quality values are below 

0.50. According to Hair et al. (2019) the value of outer loadings must exceed 

0.50, however, the outer loadings values in questionnaire items that are 

below 0.50 as follows: PQ2 (0.356), PQ3 (0.269), PQ4 (0.451), PQ10 

(0.207), and PQ11 (0.296). Therefore, these items are trimmed to get a better 

result on outer loadings. 

2. In this research, the OQ4 item must be trimmed due to the result of the 

Fornell-Larcker Criterion. The lowest value of outer loadings in variable of 

outcome quality is OQ4, hence, it is trimmed to get a better result on 

Fornell-Larcker Criterion. 

 

5.4. Future Research Suggestions  

 Future research is expected to make sure every questionnaire item of the 

outer factor is bigger than 0.5, since this thesis has several outer factor values less 

than 0.5 to provide better results. Also, the researcher hopes for the future research 

to do face validity, so the questionnaire is better for the public to understand more 

towards the questions. 

The questionnaire was conducted in two fitness centers, such as DF Fit Club 

and Optimum Fitness. The future studies are needed to test the research framework 

of this study in a wider geographic sample and various fitness centers. In addition, 

the findings of the present research are not representative of all sport and fitness 

centers. 
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Questionnaire 
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QR-Code for the DF Fit Club members (respondents) to access the questionnaire 
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QR-Code for the Optimum Fitness members (respondents) to access the 

questionnaire 

 

 
  



 

 

62 

 

Questionnaire for DF Fit Club 

Section 1 of 3 
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Questionnaire for DF Fit Club 

Section 2 of 3 
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Questionnaire for DF Fit Club 

Section 3 of 3 
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Questionnaire for Optimum Fitness 

Section 1 of 3 
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Questionnaire for Optimum Fitness 

Section 2 of 3 
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Questionnaire for Optimum Fitness 

Section 3 of 3 
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Questionnaire data of DF Fit Club and Optimum Fitness 

 

Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Pria 
≤ 6 

bulan 
5 4 4 4 4 4 5 5 4 3 2 4 4 4 5 5 5 4 5 4 5 5 5 4 4 4 4 4 4 4 4 3 4 

Pria 
≤ 6 

bulan 
5 5 5 5 5 5 5 4 5 5 4 5 5 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
3 3 4 4 4 5 5 3 4 4 4 4 4 4 3 4 4 4 4 5 2 3 4 3 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
4 4 4 4 3 3 4 3 4 3 1 3 3 3 5 4 4 4 4 4 3 3 4 3 3 3 4 3 3 4 3 4 4 

Pria 
≤ 6 

bulan 
5 5 5 5 5 5 5 5 5 5 4 5 5 5 4 4 4 5 5 5 5 4 4 5 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
5 5 4 4 4 5 5 5 4 3 3 4 4 4 5 5 5 5 5 4 5 4 5 4 4 4 4 5 4 4 4 5 5 

Pria 
≤ 6 

bulan 
5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 3 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
5 4 4 4 5 5 5 5 5 5 4 4 4 4 5 5 5 4 5 4 5 5 5 5 4 4 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
4 4 4 5 4 4 4 5 4 5 5 5 5 5 3 2 2 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Pria 
≤ 6 

bulan 
5 2 2 2 4 4 4 4 4 4 4 4 4 4 4 4 5 4 5 4 4 4 4 5 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
5 4 5 5 5 5 5 4 4 3 3 4 5 5 3 4 3 5 5 5 5 5 4 5 4 5 4 4 4 4 5 4 4 

Pria 
≤ 6 

bulan 
5 4 4 5 4 5 5 5 4 5 4 5 4 4 4 5 4 5 5 5 5 5 4 4 4 5 5 5 5 5 5 4 5 

Pria 
≤ 6 

bulan 
4 4 5 5 5 5 4 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
4 4 4 4 4 4 4 4 4 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Pria 
≤ 6 

bulan 
4 2 2 2 4 2 4 4 4 2 2 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 2 4 4 4 

Pria 
≤ 6 

bulan 
4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4 4 5 5 

Pria 
≤ 6 

bulan 
4 5 4 4 3 3 4 3 3 4 3 3 4 4 3 4 3 4 4 4 4 3 4 4 4 4 3 4 4 4 4 3 3 

Pria 
≤ 6 

bulan 
4 3 4 2 2 1 1 1 2 3 3 3 4 2 3 1 1 3 3 2 1 2 2 2 1 2 3 2 1 2 3 3 2 

Pria 
≤ 6 

bulan 
5 4 4 4 4 3 4 4 3 4 5 5 3 4 4 3 4 4 5 5 5 3 3 3 3 3 3 4 2 2 5 5 5 

Pria 
≤ 6 

bulan 
5 5 4 5 5 5 4 5 5 5 4 4 5 5 5 5 5 5 5 4 4 4 5 4 4 4 3 5 5 5 5 5 5 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Pria 
≤ 6 

bulan 
4 4 5 5 5 4 4 5 5 2 2 3 5 3 4 4 4 3 3 3 4 4 4 5 5 5 5 5 5 4 4 3 4 

Pria 
≤ 6 

bulan 
5 5 5 5 4 4 4 5 4 3 2 2 2 4 4 4 4 3 3 5 4 4 4 5 5 5 5 5 4 4 4 4 4 

Pria 
≤ 6 

bulan 
4 3 3 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 

Pria 
≤ 6 

bulan 
4 4 4 5 5 5 3 5 5 5 2 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
2 2 4 4 3 4 4 5 5 5 5 5 5 5 1 4 4 4 5 5 4 4 5 5 5 5 5 5 5 4 4 3 1 

Pria 
≤ 6 

bulan 
5 4 4 4 5 4 5 5 5 2 2 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
4 4 4 4 5 4 5 5 5 5 5 4 5 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Pria 
≤ 6 

bulan 
5 3 1 1 5 5 5 5 5 1 2 5 5 5 4 3 4 4 4 3 3 3 3 5 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
5 2 2 5 5 5 5 5 5 2 2 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
5 4 3 3 4 4 4 4 4 2 3 5 5 4 5 5 5 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
≤ 6 

bulan 
4 4 2 2 4 4 4 4 4 3 1 3 3 3 4 4 4 4 4 4 5 5 4 5 5 5 5 5 5 5 5 3 5 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Pria 
≤ 6 

bulan 
3 3 3 3 4 3 3 5 3 3 1 3 3 3 3 3 3 3 3 3 3 3 3 3 3 4 3 3 4 4 4 3 3 

Pria 
≤ 6 

bulan 
5 5 2 2 3 4 4 5 5 2 1 4 4 4 5 5 4 3 3 3 3 3 3 3 3 3 3 3 4 4 4 4 5 

Pria 
≤ 6 

bulan 
5 5 3 3 5 5 4 4 4 3 1 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 4 3 4 4 5 

Pria 
≤ 6 

bulan 
4 4 2 2 4 4 4 4 4 1 2 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Pria 
≤ 6 

bulan 
5 4 4 4 5 5 5 4 5 5 5 4 4 5 5 4 4 5 5 5 4 5 5 4 5 5 4 5 5 4 5 5 4 

Pria 
≤ 6 

bulan 
2 2 2 1 1 1 2 2 2 3 1 1 1 1 3 2 2 2 3 2 3 2 1 3 1 2 2 1 2 2 1 2 2 

Pria 
≤ 6 

bulan 
5 5 5 5 4 4 4 5 4 4 4 3 5 3 5 5 5 3 3 5 5 5 5 5 5 5 5 5 4 4 4 4 4 

Pria 
≤ 6 

bulan 
5 5 4 4 4 4 4 5 4 4 4 4 5 4 2 2 2 4 4 4 4 4 4 5 5 5 5 5 4 4 4 5 5 

Pria 
> 6 

bulan 
4 4 5 4 4 4 4 4 4 4 4 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
> 6 

bulan 
4 2 2 2 4 5 5 4 5 5 4 5 5 5 4 5 2 5 5 4 4 4 4 5 5 5 5 5 5 2 4 5 5 

Pria 
> 6 

bulan 
5 5 4 2 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Pria 
> 6 

bulan 
5 2 2 2 5 5 5 5 5 4 2 5 5 5 2 2 2 5 5 2 5 5 5 5 5 5 5 5 5 2 5 5 5 

Pria 
> 6 

bulan 
5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Pria 
> 6 

bulan 
5 5 5 4 4 4 5 4 5 5 4 4 4 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Pria 
> 6 

bulan 
4 5 4 4 3 4 3 5 4 5 5 4 5 4 4 5 4 5 5 4 3 4 4 4 3 4 4 3 4 4 4 5 4 

Pria 
> 6 

bulan 
3 3 2 2 3 3 2 4 4 4 3 2 3 3 2 3 2 3 3 2 3 2 2 2 3 2 2 3 3 3 2 3 4 

Pria 
> 6 

bulan 
5 5 5 4 4 4 4 4 4 4 3 4 4 5 5 5 5 4 4 4 4 4 4 4 4 5 5 5 4 4 4 4 4 

Pria 
> 6 

bulan 
4 4 5 4 4 3 4 4 5 5 5 5 4 4 3 4 5 5 5 5 3 3 3 4 4 4 4 4 4 4 4 5 5 

Pria 
> 6 

bulan 
5 4 4 4 5 5 5 5 5 5 3 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
> 6 

bulan 
5 5 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
> 6 

bulan 
4 5 3 1 3 5 4 3 5 4 3 2 5 3 5 5 4 4 3 3 5 5 2 3 4 5 2 3 5 2 4 2 5 

Pria 
> 6 

bulan 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 5 5 5 5 5 5 5 5 5 5 5 4 4 4 4 4 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Pria 
> 6 

bulan 
4 4 5 5 3 3 3 4 4 3 4 5 5 5 3 3 4 5 5 5 4 4 4 5 5 4 5 4 5 5 5 4 5 

Pria 
> 6 

bulan 
4 4 4 4 4 5 4 3 4 4 5 3 4 4 4 5 4 5 5 4 4 5 5 5 5 5 5 5 4 4 4 4 4 

Pria 
> 6 

bulan 
4 4 4 4 5 5 5 5 5 3 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
> 6 

bulan 
5 5 4 5 5 5 5 5 5 5 5 5 5 3 5 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
> 6 

bulan 
5 5 5 4 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
> 6 

bulan 
5 3 2 2 5 5 5 5 5 2 2 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
> 6 

bulan 
5 2 2 2 5 4 4 3 5 3 3 3 3 3 3 3 3 3 3 3 5 5 4 4 4 4 4 4 4 4 4 4 4 

Pria 
> 6 

bulan 
5 2 1 3 5 5 5 5 5 2 2 4 4 5 5 3 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Pria 
> 6 

bulan 
5 2 2 2 4 4 4 4 4 2 2 4 4 4 4 4 4 4 4 4 4 3 3 5 5 5 5 5 5 5 5 5 5 

Pria 
> 6 

bulan 
4 3 2 3 4 4 4 4 4 3 1 4 3 3 3 3 3 5 5 5 5 4 4 4 4 5 4 5 5 4 3 4 5 

Pria 
> 6 

bulan 
5 4 2 3 4 4 4 4 4 1 2 4 4 4 4 4 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Pria 
> 6 

bulan 
5 5 5 3 3 5 5 5 5 1 1 5 5 5 4 5 5 5 5 3 3 3 3 3 3 3 3 3 3 4 4 4 4 

Pria 
> 6 

bulan 
3 4 4 4 5 5 5 5 5 5 5 4 4 3 4 4 3 5 5 5 5 4 4 5 4 4 4 5 5 4 5 4 5 

Pria 
> 6 

bulan 
5 5 3 3 3 4 3 4 3 3 3 3 3 3 3 4 4 5 3 3 2 2 4 4 3 5 5 4 5 4 4 3 3 

Pria 
> 6 

bulan 
4 4 5 4 5 5 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4 5 5 5 

Pria 
> 6 

bulan 
2 2 3 3 1 1 1 3 1 1 1 1 1 1 3 2 3 1 1 1 1 1 1 1 1 1 1 1 1 1 2 2 1 

Wanita 
≤ 6 

bulan 
4 4 4 5 5 5 4 4 5 4 5 5 5 4 4 5 5 5 5 3 4 5 5 4 4 5 5 5 5 5 4 5 5 

Wanita 
≤ 6 

bulan 
4 5 2 3 2 4 5 5 3 3 2 5 5 4 5 5 5 5 5 3 2 3 2 3 3 3 4 3 4 4 4 5 5 

Wanita 
≤ 6 

bulan 
5 5 4 4 3 4 3 3 3 4 2 5 4 4 5 5 3 5 3 3 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
≤ 6 

bulan 
5 5 4 5 4 4 4 4 4 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
≤ 6 

bulan 
4 4 4 2 4 4 4 4 4 4 4 4 4 4 5 5 5 5 4 2 5 4 5 4 4 4 4 4 4 4 4 2 2 

Wanita 
≤ 6 

bulan 
2 2 2 2 4 4 4 5 5 3 2 4 4 2 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 4 4 4 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Wanita 
≤ 6 

bulan 
4 4 2 2 4 4 4 4 4 4 2 5 4 5 5 4 5 5 5 4 5 5 5 5 5 5 4 4 4 4 4 4 4 

Wanita 
≤ 6 

bulan 
4 2 2 2 4 4 4 4 4 2 2 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
≤ 6 

bulan 
5 5 5 5 5 5 5 4 4 2 2 4 4 4 4 5 4 5 4 4 5 4 4 5 4 5 4 5 4 5 4 4 4 

Wanita 
≤ 6 

bulan 
4 2 2 2 5 3 4 5 4 4 1 4 5 5 5 5 5 5 5 5 5 5 5 4 4 4 5 5 5 5 3 5 5 

Wanita 
≤ 6 

bulan 
2 2 2 2 5 4 4 4 5 4 1 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 2 5 4 2 4 4 5 

Wanita 
≤ 6 

bulan 
4 4 5 5 5 4 4 4 3 4 3 3 4 4 4 3 4 5 3 4 3 4 4 4 3 3 4 4 3 4 4 4 3 

Wanita 
≤ 6 

bulan 
4 4 5 5 5 4 4 5 4 4 4 4 5 4 4 4 4 4 4 4 3 3 4 4 4 4 4 4 4 5 5 4 5 

Wanita 
≤ 6 

bulan 
5 5 4 4 5 4 4 5 5 5 5 5 5 3 4 5 4 5 4 4 4 5 5 4 4 5 4 4 5 5 5 5 5 

Wanita 
≤ 6 

bulan 
3 3 3 3 4 4 4 3 3 3 4 4 4 3 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Wanita 
≤ 6 

bulan 
4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Wanita 
≤ 6 

bulan 
5 2 2 2 4 4 4 4 3 3 3 3 3 3 2 4 4 3 3 3 5 5 5 5 5 5 5 5 5 5 5 5 5 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Wanita 
≤ 6 

bulan 
5 3 3 3 5 5 5 5 5 2 3 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
≤ 6 

bulan 
3 3 2 2 4 4 4 4 4 3 3 4 4 4 4 4 4 3 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
≤ 6 

bulan 
5 5 5 5 5 4 4 4 4 3 3 3 3 3 3 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 5 

Wanita 
≤ 6 

bulan 
4 4 4 4 4 4 4 4 4 5 5 5 5 5 4 4 4 5 5 5 4 5 4 5 5 5 5 5 5 4 5 5 5 

Wanita 
≤ 6 

bulan 
4 4 4 3 3 3 4 4 4 5 5 4 4 3 4 4 4 4 3 4 4 4 3 4 4 4 4 3 4 4 4 3 3 

Wanita 
≤ 6 

bulan 
2 3 3 2 3 2 2 2 3 2 2 3 2 3 4 4 3 3 3 3 2 2 2 3 3 4 4 3 4 4 3 3 3 

Wanita 
≤ 6 

bulan 
4 5 5 5 4 4 5 4 4 4 3 4 3 3 3 4 4 5 5 5 5 4 4 3 3 3 3 3 3 4 4 4 4 

Wanita 
≤ 6 

bulan 
4 2 3 2 2 3 4 2 2 3 3 4 4 4 3 2 3 3 4 4 3 3 2 3 2 3 3 2 3 2 3 2 2 

Wanita 
≤ 6 

bulan 
4 4 4 4 4 5 4 4 5 4 2 4 5 3 4 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 5 4 4 

Wanita 
≤ 6 

bulan 
4 5 4 4 4 5 5 5 5 5 4 5 5 4 4 5 4 5 5 4 5 5 5 4 4 4 4 5 4 4 4 4 4 

Wanita 
> 6 

bulan 
3 4 5 4 5 4 4 5 3 2 2 4 5 4 4 4 3 4 4 3 1 4 3 3 3 3 4 3 4 5 5 5 5 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Wanita 
> 6 

bulan 
2 2 3 2 2 2 2 4 2 4 3 4 4 2 2 2 3 4 4 4 4 4 4 4 4 4 3 3 3 2 2 3 3 

Wanita 
> 6 

bulan 
4 4 5 5 3 4 2 4 5 3 3 4 4 4 2 2 2 4 4 4 5 5 5 5 5 4 4 5 5 5 4 5 4 

Wanita 
> 6 

bulan 
5 2 2 2 5 3 4 4 4 5 1 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
4 2 2 2 4 4 4 3 4 3 2 4 2 2 4 4 4 4 5 4 5 5 5 4 5 5 4 4 5 5 5 5 5 

Wanita 
> 6 

bulan 
5 2 2 2 3 4 4 5 5 5 2 4 2 2 2 2 2 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 4 

Wanita 
> 6 

bulan 
5 3 4 4 5 2 4 4 5 5 1 5 5 5 1 1 1 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
5 4 4 4 5 5 5 5 5 4 4 5 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
4 2 2 2 4 4 3 5 4 3 1 4 5 5 2 2 2 4 5 5 5 5 5 5 5 5 5 5 5 2 5 5 5 

Wanita 
> 6 

bulan 
4 2 2 3 5 5 5 5 4 2 1 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4 5 4 5 5 5 5 

Wanita 
> 6 

bulan 
2 2 2 2 4 2 4 5 4 2 2 4 4 4 5 5 5 5 5 5 5 5 5 4 4 4 5 4 5 5 5 5 5 

Wanita 
> 6 

bulan 
5 4 2 2 4 4 4 4 4 4 2 4 4 4 4 4 4 4 4 4 4 4 4 5 5 5 5 5 4 4 4 4 2 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Wanita 
> 6 

bulan 
4 4 5 5 5 3 5 5 5 5 4 5 5 5 5 5 5 5 5 5 3 4 4 5 5 5 4 5 5 4 5 5 5 

Wanita 
> 6 

bulan 
5 5 5 4 5 4 4 5 4 4 5 4 5 4 4 4 4 5 5 5 4 4 4 4 4 5 3 3 3 5 5 5 3 

Wanita 
> 6 

bulan 
4 5 4 3 4 4 5 4 4 4 5 4 4 5 5 5 5 4 5 5 5 4 4 4 5 4 5 5 4 4 4 4 3 

Wanita 
> 6 

bulan 
5 5 5 5 5 5 5 5 5 3 3 4 4 4 4 4 4 4 4 4 3 5 5 4 4 4 4 4 4 5 5 5 5 

Wanita 
> 6 

bulan 
5 4 5 4 4 5 5 5 5 4 5 4 4 5 4 4 5 5 4 4 4 5 5 5 4 4 5 5 4 4 5 5 5 

Wanita 
> 6 

bulan 
5 5 5 4 4 4 5 4 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 5 5 4 5 5 

Wanita 
> 6 

bulan 
5 4 3 3 4 5 5 5 5 2 2 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
5 3 3 3 5 4 4 5 5 3 3 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
5 2 2 2 5 5 5 5 5 2 3 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
5 3 3 3 5 5 5 5 5 1 1 5 5 5 4 4 4 5 4 5 4 4 4 4 4 4 4 4 4 5 5 5 5 

Wanita 
> 6 

bulan 
5 4 4 5 5 5 5 5 2 2 5 5 5 5 4 4 4 4 4 4 4 4 4 5 5 5 5 5 5 5 5 5 5 
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Gender 
Lama 

Member 

PQ

1 

PQ

2 

PQ

3 

PQ

4 

PQ

5 

PQ

6 

PQ

7 

PQ

8 

PQ

9 

PQ 

10 

PQ 

11 

OQ

1 

OQ

2 

OQ

3 

OQ

4 

OQ

5 

OQ

6 

OQ

7 

OQ

8 

OQ

9 

OQ

10 

OQ

11 

OQ

12 

CD

1 

CD

2 

CD

3 

CS

1 

CS

2 

CS

3 

BI 

1 

BI 

2 

BI 

3 

BI 

4 

Wanita 
> 6 

bulan 
5 2 4 3 5 4 4 4 4 2 3 5 4 4 4 3 3 3 3 3 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
4 4 2 1 5 5 5 4 5 3 2 5 5 5 5 5 5 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Wanita 
> 6 

bulan 
5 5 2 4 5 5 5 5 5 1 1 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4 5 4 4 5 

Wanita 
> 6 

bulan 
5 5 4 4 5 5 5 5 5 2 2 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
3 3 2 3 4 4 4 4 4 3 2 3 3 3 3 3 3 4 4 4 4 5 5 5 5 5 5 5 3 3 4 4 5 

Wanita 
> 6 

bulan 
5 3 3 3 3 3 3 3 3 4 3 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
5 3 3 5 5 5 5 5 5 1 2 5 5 4 4 4 4 3 3 3 5 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
5 5 5 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 3 5 5 5 5 5 5 5 5 5 5 5 5 

Wanita 
> 6 

bulan 
5 5 4 3 3 3 4 5 5 5 5 5 5 5 4 3 5 5 5 4 5 4 4 3 4 4 4 4 3 4 4 4 5 

Wanita 
> 6 

bulan 
5 5 4 4 4 4 4 5 4 4 4 3 5 3 5 5 5 4 4 5 3 4 4 5 5 5 5 5 5 4 4 4 5 
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APPENDIX 4 

Data Analysis 

 

 

 

 

  



 

 

98 

Structural Model 

 

 
 

  



 

 

99 

Construct Model 
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Outer Loadings 1 

 

 
 

 
  



 

 

101 

Outer Loadings 2 
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Average Variance Extracted (AVE) 

 

 
 

 

 

 

 

Fornell-Larcker Criterion 1 

 

 
 

 

 

 

 

 

Fornell-Larcker Criterion 2 
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Cross Loading 

 

 
 

 
 

Cronbach’s Alpha and Composite Reliability 
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R-Square Adjusted 

 

 
 

 

 

 

f-Square Result 

 

 
 

 

 

 

Q-Square Result 
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Bootstrapping Construct Model 
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Path Coefficient 
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