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ABSTRACT

THE IMPACT OF INFORMATION COMMUNICATION TECHNOLOGY (ICT)
TOWARD CONSUMER PURCHASING BEHAVIOR: CASE STUDY ON THE
USE OF INTERNET BY JAKARTA TRAVEL AGENCIES

By

Natalia Gunarso

SWISS GERMAN UNIVERSITY

Bumi Serpong Damai

Mrs. Utami Umarjadi, Main Advisor

Dr. rer. nat. Linus Pasasa, Co-Advisor

The purpose of this research is to observe the impact of Internet to tourism business
and its market-buying pattern. The research will focuses on travel agencies and
travelers in Jakarta. The research approach applied in this study is a combination of
deductive and evaluative research. It begins with the hypothesis, followed by the
observation and description to collect the data and then test hypothesis against the
data. Today information communication technology has immensely progressed. What
occurred and is still happening is an evolution in which travel agencies as well as
travel consumers are each adapting to meet changing conditions. The IT development
offer opportunities to consumers to personally access to various travel information
and enable them to directly book and purchase the travel products through internet.
This seems to create the tendency of travel consumers to be less dependent on
agencies. From the survey conducted, online system does bring impact to Jakarta

travel agencies performance, but not to consumer buying pattern.

Key Words: Internet, Travel Agent, and Consumer Behavior

Natalia Gunarso



THE IMPACT OF INFORMATION COMMUNICATION TECHNOLOGY (ICT) TOWARD
CONSUMER PURCHASING BEHAVIOR: CASE STUDY ON THE USE OF INTERNET BY
TRAVEL AGENCIES IN JAKARTA Page 4 of 106

DEDICATION

| dedicate this thesis to my beloved parents, who had supportedly given me the
opportunity to get the best education. To my beloved mother Jos Jenny, who had
supported me in finishing my study. To lovely father Gunarso Handoko, for becoming
an optimist father and cares for her daughter. My cutest brother Gabriel Gunarso, for
becoming the greatest brother ever. | believe without their support my thesis work

eould not have been completed.

To the member of Hotel and Tourism Management Department Class of 2010, my
teachers and classmates who shared a lot of memorable momments during my
university time, | really appriciate all the encouragement and motivation from all of

them.

Last but not least I would like to thank you Lord, Jesus Christ for giving me guidance

and strength to complete this thesis.

Natalia Gunarso



THE IMPACT OF INFORMATION COMMUNICATION TECHNOLOGY (ICT) TOWARD
CONSUMER PURCHASING BEHAVIOR: CASE STUDY ON THE USE OF INTERNET BY
TRAVEL AGENCIES IN JAKARTA Page 5 of 106

ACKNOWLEDGMENTS

| would like to express my sincerest gratitude to the lecturers of SGU who have

shared their precious knowledge and experiences during my present study.

My greatest appreciation is bestowed to my thesis-advisor, Mrs. Utami Umarjadi for
her support, patience, guidance and her willingness to provide her time for counseling
and completion of this thesis. Without her kindness and encouragement | would not

complete the thesis on time.

I would like to extend my gratitude to Mr. Linus Pasasa, as my lecturer in SGU and
Sari Puspita Dewi, Jeremiah Handoko, Melinda Wibowo as my classmates and
Achdwikalani Natasha Achjuman for their kindness in assisting me to do my

statistical analysis for the thesis.

To the members of SGU examination steering committee, for giving me guidance to

prepare my bachelor’s thesis in a proper manner.
To Mr. Sjachrul Firdaus, as Coordinator of Public Relation in ASITA (Association of
the Indonesian Tours and Travel Agencies) in Jakarta for all the information provided

and allowing me to do research and interview with you.

And finally, to all the people that have supported me in completing this thesis.

Natalia Gunarso



THE IMPACT OF INFORMATION COMMUNICATION TECHNOLOGY (ICT) TOWARD
CONSUMER PURCHASING BEHAVIOR: CASE STUDY ON THE USE OF INTERNET BY

TRAVEL AGENCIES IN JAKARTA Page 6 of 106
TABLE OF CONTENTS
STATEMENT BY THE AUTHOR......cooiiii it 2
F N =S I = ¥ O SRS 3
DEDICATION ...ttt sttt bbb b e b et e bbb sne e 4
ACKNOWLEDGMENTS ...ttt 5
TABLE OF CONTENTS ....ooieie ettt 6
LIST OF FIGURES ...ttt 9
CHAPTER 1 — INTRODUCTION ....cciiiiiiiieie ettt 11
1.1  General statement of problem area...........ccccceviiiiieiiiiece e, 11
1.2 RESEAICH PUIMPOSE ......veeieciiiiie et steesteestesee st e e s e steesaesaeeste e te s e steesresneesreeneesneens 12
1.3 ReSearch Problem ..o 12
1.4 SIGNITICANCE STUAY ....veveieiiiieieeieeee e 13
1.5 Theoretical PEISPECLIVE ...........c.ooiveiiiiiiiiiieiieeic ettt sbe e 13
1.6 Research Questions and HYPOtheSIS .....uuiiiiinnceerierieneie e 13
RGN CIUEsT NS .................... S ........................... 000 13
6.2 HypoliESEN,, ..................... WG .. ......................... asees 14
1.7 MEMOHCIOOVEE . ....................... SO ............... . .S 14
1.8  Designs and INSEIUMENT.........coueiiiiiiiiiisisieieie et 14
1.9 Data ANAIYSIS ......cvee e ittt e see et esbeeaeanaenta e re e e e areenteaneeareereaneens 15
CHAPTER 2 — LITERATURE REVIEW ...t 16
72 R I 10 1 1 SO SUSPRSSPSI 16
B2 | A O IR UNEE i BRdnolDas SCUN R . ... R g
*y ‘Rl L Aap ey 4 F %L WL IRTERIPNTN B 17
P e 4 10| <5 ik 0 6 i ool i ottt i et o el premerisna s B e o 18
2.2.2.1  Tourism System and ICTS .....ccovveiiiieiieiieecie e 18
2.2.2.2  Application of ICT In TOUMSM .....ccviiiiiieieie e 19
2.2.2.3 ICTsan Integral Part of Tourism INAUSLIY ........cccoevveiiiiiiiieiieinnen, 19
2.2.3  INTEINEL ..o 20
2.2.4  Electronic Commerce (ECOMIMEICE) ...cccvveivveiieeiieiiee e esiee e e siee e 21
2.2.5  On-line system used in Tourism Business INAUSEIY ..........ccccoevereninnene 22
2.3 TrAVEI AQENES ..ot 23
2.3.1  Definition and role of Travel AGeNtS........cccevvveeviieiie i 23
2.3.2  ICTsand Travel AQENCIES ........ccviiiieieierieie et 23
2.3.3  The Challenge and Threat Of ICTS........cccocveveiieiiieie e 24
2.3.4  ICTs and Disintermediation ............ccoceeereeieniiesie e 25
2.3.5 ICTsand Travel CONSUMEN .......cccviveieeieiieieeie e 25

Natalia Gunarso



THE IMPACT OF INFORMATION COMMUNICATION TECHNOLOGY (ICT) TOWARD
CONSUMER PURCHASING BEHAVIOR: CASE STUDY ON THE USE OF INTERNET BY

TRAVEL AGENCIES IN JAKARTA Page 7 of 106
CHAPTER 3 — METHODOLOGY ....ooiiiiieiieiiesieseseee et 29
K200 A 1011 oo [ o{ 1 o] ST TPPR 29
311 UNIt Of ANAIYSIS .ovviieice e 29
3.1.2  ODbject of RESEAICH .....c.viiiic e 30
3.1.3  RESEAICH PrOCESS.....oiiiiiiie et 31
3.3 Data Variables..........cooiieiieee e 35
3.4  Data Collection Methodology ........ccovueiiiiiiiiiieiie e 35
341 TYPE OF STUAY ...t 35
3.4.2  TYPE OF DALA .eeiveiiiieciie e s 36
3.4.3  Time frame Of StUAY ... 36
344 SOUICE OF DALA.....cueeuieeeieesie ettt 37
3.5 Sampling MEethod ........ccooiieiieece s 38
351 SAMPIE SIZE....eiiiiiiiiiiieie e 38
3.6  Data Analysis Methodology ......... i oo 40
SIONIRELI AR ................... SESSE ......................... 40
SIOIZEN/ALICTI ... A, .......................... ¢ 40
3.6.3  SPSS 15.0 and AMOS 16.0 ......ooveiiieirreresneesreseeseeseeie e seeeesnessnaannes 40
KNS EDIEY i —— 41
3.7  LIimitation Of the STUY .....ccueiieiiiiiiiiiisieieie et 41
CHAPTER 4 — RESULT AND DISSCUSSION.......cccocuriimiieiieiiniiniesiesiesesesienseesnens 42
4.1  The Evolution and Revolution of ICT online system ..........ccccceevveviievieeenen. 42
4 2em Exaianiess@labouii SO Rlina ec |G MeRE m - i a1y 43
4.3.1  Examples of Sales Performance of Travel Agency inJakarta............... 47
S ' R c SE MG QI GO (W 0SS . WL . ... Wl OO VOO e L L OO .. L. 48
441  Respondents Profile ... 49
4.4.1.1 Travelers Profile........oii e 49
4.4.1.2 Travel Agencies Profile ... 56
45 Data ANAIYSIS ..ooiieiiie et 59
451  Reliability TeST.....ciieiieie et 59
4.5.1.1 Travel Agent Reliability TeSt......ccocvviveieiieceece e 60
4.5.1.2 Consumer Relability TSt .........coiiiiiiiiieici e 60
4.5.2  Validity TeSL...uiiiiiie e 61
4521  Travel Agent Questionnaires Validity TeSt.........cccceveevieiineninne 61
4.5.2.2 Consumer Questionnaires Validity TeSt..........ccocvvvvvriiinreneneneninn 62
O I - 11 o T - Vo -V o PSPPSR 64
4.6.1  Path Diagram INtErpretation...........ccocveeeieerenenenesiseseeeee s 64
4.6.1.1  Path Diagram for Travel Agent .........ccccoevveiiiiiiicce e 64

Natalia Gunarso



THE IMPACT OF INFORMATION COMMUNICATION TECHNOLOGY (ICT) TOWARD
CONSUMER PURCHASING BEHAVIOR: CASE STUDY ON THE USE OF INTERNET BY

TRAVEL AGENCIES IN JAKARTA Page 8 of 106
4.7.1.2  Path Diagram for travelers........c.cccccoceiveiiiie i 73
4.8  Hypothesis ANAIYSIS. ..o 79
CHAPTER 5 — CONCLUSION AND RECOMMENDATION ......cccoviininiinierienienns 81
5.1 INtrOQUCTION ...t sre e enna e 81
5.2 CONCIUSION....cuiiiicie ettt nnaenns 82
5.2 ReCOMMENTAION.......ociieiiiieie et 83
GLOSSARY .ottt ettt ettt neen ettt e 85
REFERENGCES ..ottt na e ne e 87
APPENDICES ..ottt sttt st be st ne e ne it 89
CURRICULUM VITAE ... .ottt 105

Natalia Gunarso



