DAFTAR ISI

Halaman

HALAMAN ...ttt e et e e aesbestenbeasaeneeneaneens [
PERNYATAAN BEBAS PLAGIARISME ......cccoiiiiiiiiiieseeee s i
HALAMAN PENGESAHAN........ccot i ii
BERITA ACARA UJIAN TESIS .....ci ittt iv
HALAMAN MOTO ..ottt sttt st %
KATA PENGANTAR ..ottt bbbt Vi
DAFTAR TSI ..ottt e e et sresrenneeneas i
DAFTAR GAMBAR ..ottt bbb iii
DAFTAR TABEL ...ttt bbb iv
DAFTAR LAMPIRAN ...ttt sttt nre e nneas %
ABSTRAK .ttt Vi
ABSTRACT .ttt bbbttt bbb vii
BAB | PENDAHULUAN .......ooiiiit et 1
1.1 Latar Belakang Masalah..............ccccoeviiiiiiiiiccccce e 1

1.2 RUumusan Masalah ..........cccooiiiiiiiniieee e 6

1.3 Batasan Masalah...........cccocoiieiiiiiiiee e 7

1.4 Tujuan Penelitian ........cocooeiiiiiiiee e 8

1.5  Manfaat PENelitian .........ccovieiiiieie e 8

1.6 Sistematika PENUIISAN ........cccoeviiiiiieeee e 9

BAB [|LLANDASAN TEORI .....coooiiiieceeeee e 11
2.1 Kualitas Pelayanan ..........ccccocvoiieiiieii i 11

2.2 Persepsi Harga (Price Perception).........cccocvvvvviiiinienenenenesesans 13

2.3 Kepuasan Pelanggan ..o 17

2.4 WOrd of MOULH ..o 19

2.5 Pengembangan HipOteSIS ........ccouirieriinerinienieieeee e 20

2.6 Kerangka Penelitian .........c.cooviiiiiiiini e 23

BAB [ METODE PENELITIAN. ......cotiiiieeee et 24
3.1 JeniS Penelitian.......cccccooiviieiiie e 24

3.2 Populasi dan Sampel Penelitian ..........ccccoevviieiivenecieciese e 24

3.3 Data Penelitian .......ccocoiiiiiiiiiie e 25

3.4  Definisi Operasional Variabel penelitian...........ccccccoevviveiiviiennenne. 25

viii



3.5 Instrumen/ Alat Pengumpulan Data..........c.ccoovevieiiieiciencicnennn 28
3.6 Teknik ANalisisS Data..........cccouuieiieieiieie s 32
BAB IV HASIL PENELITIAN DAN PEMBAHASAN .......cccooceiiiinenie i 43
4.1  Analisis Deskriptif ReSPONden..........cccooeieiiiiiiniieciec e 43
4.1.1  Karakteristik ReSpONden ..........cccccveveiieiieie i 43
4.2  Penilaian Responden Terhadap Variabel-variabel Penelitian......... 48
4.3 Uji KUualitas Data.........ccoooiiiiiiiiiiieieieiese e 51
4.4  Analisis Faktor Konfirmatori (Confirmatory Factor Analysis) ...... 56
4.5  ANaliSis StrUKLUIaAl........ccooiiiiiiiieee e 57
4.6 Evaluasi Terhadap Goodness of Fit (GOF)........ccccceovieieniiinnnnns 59
4.7 Pengujian HIPOtESIS......coveviiieieiie i erie st 60
4.8 PembaNaSAN......ccciiiiiiiieiieiiesi e 63
BAB V KESIMPULAN DAN SARAN.......ooii et 66
5.1 KeSIMPUIAN ...oviiiiiecc e 66
0.2 SAIAN ...ttt 67
5.3 IMPIIKASI ..o 68
DAftar PUSTAKA........cuveieieieiiecie ettt 72



Gambar 2. 1 Persepsi Harga
Gambar 2. 2 Kerangka Pene

DAFTAR GAMBAR

BEIAN e

Gambar 4. 1 Model STTUKLUTAL .......... e eeeeeeeeeeeeeeeeeees



Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

DAFTAR TABEL

1 Definisi Operasional Variabel............ccccoooviiiiiiiiiiice 28
2 Instrumen SKala LiKert........cccoooiiieiiiineee e 30
3 HaSHl UjJi Validitas. ..o 31
4 Hasil Uji REHADITAS........cceiiiiiiiiiiecee e 32
5 KriteriaGoodness of Fit INAEXS.......cccovvriiininiininieeee e 42
6 Kriteria Pengujian HIPOteSIS ........cueiviiieiiereeieiiese e see e e 43
1 Distribusi Jenis Kelamin Responden ............ccccccovveveiieiesiieseeseennn, 45
2 Distribusi Usia ReSPONAEN.........cccveiviieiieiecie e 46
3 Distribusi Tingkat Pendidikan Responden.............ccccceevevveveiiveinennn, 46
4 Distribusi Pekerjaan ReSPONEN ..........ccoovieiiiiiiniiiieicese e 47
5 Distribusi Pengeluaran ReSpONden ...........ccovviririniieienenesc e 48
6 Distribusi kepemilikan kendaraan roda dua Responden...................... 48
7 Distribusi kepemilikan kendaraan roda empat Responden.................. 49
8 SKala INTEIVAL ......c.ooieiei 50
9 Penilaian Responden terhadap Kualitas Pelayanan ...............c.cccceeue. 50
10 Penilaian Responden terhadap Harga ...........ccccooveveieeie e e, 51
11 Penilaian Responden terhadap kepuasan ..............cccooveveeiieveeineennnne, 52
12 Penilaian Responden terhadap E-WOM ... 52
13 Uji NOrmalitas Data ........cc.coverviiiiriiiiieiesc s 54
14 Uji Data OULHIET ..o s 55
15 Hasil Uji Validitas dan Reliabilitas Konstruk............cccccooceiveinnnnee. 58
16 Hasil Goodness of Fit INdeX.......ccccoveeriiiieiineeiee e 61
17 Hasil Structural Equation Model (SEM)........cccccoviieiieie e, 63

Xi



DAFTAR LAMPIRAN

Lampiran 1 KUBSIONET .......c.oiiiiiiieitiitieesee ettt I
Lampiran 2 Uji Kuesioner Validitas ..........cccooeveiiiiiiiiniiecccseeees Vil
Lampiran 3 Uji Kuesioner Reliabilitas ............ccccooiiiiiiiiiiiiic e, XIl
LampPIran 4 Data.........cccoeieieieieieiese e X1
Lampiran 5 Persentase Distribusi Responden.............cccocevviveiverecieseennnn, XXXI1I
Lampiran 6 Penilaian RESPONUEN.........cc.eviiiiiieiiere e XXXV
Lampiran 7 Uji Kualitas Data ...........ccccoeieeiiiieiieiccic e XXXVI
Lampiran 8 Uji KONFIrMAatOri.........c.cocviiiiiiiiiiic e XL
Lampiran 9 Gambar Struktural dan Hasil ..............ccccoveviiiiiiiicccee e XLIV

xii



