DAFTAR ISI

HALAMAN SAMPUL DEPAN SKRIPSI........oooii e i
HALAMAN JUDUL SKRIPSI ... i
HALAMAN PERYATAAN BEBAS PLAGIARISME ........cccooiiiiiiiceee, ii
HALAMAN PENGESAHAN SKRIPSI .....oooii e \Y;
HALAMAN PERSEMBAHAN .....oooiii i Y
MOTTO ... Yo AR LN vi
A B S T R A bbb vii
KATA PENGANTAR Lottt IX
DAFTAR IS ettt sttt et sae e b nanas Xii
DAFTAR TABEL ...t XVi
DAFTAR GAMBAR ... et XVii
DAFTAR LAMPIRAN. ...ttt Xviii
BAB | PENDAHULUAN ..ot 1
1.1, Latar Belakang........ocoeiiiiniiicce s 1
1.2, Rumusan Masalah ... 6
1.3. Batasan Masalah ..o 6
1.4, Tujuan Penelitian..........cocoooiiiiiiee e 6
1.5, Manfaat Penelitian..........ccoouviiiiiiiiis e 7
BAB I KAJIAN PUSTAKA ..ttt 8
2.1. Loyalitas Pelanggan.........ccooiiiiiieiiiiieseseeeee s 8
2.2 Kualitas Layanan Terhadap Kepuasan...........cccoovvernnenenenennnnn 9
2.3. Kualitas Layanan Terhadap Loyalitas ...........ccoevviiinniienciinnnn 11

Xiii



BAB Il

2.4. Kepuasan Pelanggan ..........cccooveviiieiicie e 12

2.5 Kerangka Penelitian ..........ccccoovveiiiieiicii e 14
METODE PENELITIAN.....coi e 15
3.1, LoKasi Penelitian ........ccocvieiiiiiieiceee e 15
3.2. Variabel Penelitian ..........c.ccovvoiiiiiiiiiiecieees e 15
3.3. Definisi Operasional Variabel ..............cccccoveiiiiiiiciiice e, 15
3.4. Data dan Metode Pengumpulan Data..........cccccceeviveeincieiiiesnennnn, 19
3.5. Populasi dan Sampel..........c.ccoveiiiiiiiii e 20
3.6. Uji Validitas dan Reliabilitas.............cccccoceevveiiiiie i 21
3.6.1 Uji Validitas.........coovevieiieiiecciic e 21
3.6.2 Uji Reliabilitas..........c.ccoeieaiieiieiiec e 22
3.7. Metode ANAliSiS Data..........cccoviiiiiriiiiiieisisiese e 23
3.7.1 Analisis DesKriptif..........cccovviiiiiiiiiicee e 23
3.7.2 Analisis STatiStiK............ccoeriiiiiiiicseee e 23
BT B UJIEF o 25
T A0 U [T ST 26
3.8. Uji ASUMSI KIASIK.......ccviiiiiiiicii e 27
3.8.1 Uji MUltikolinearitas ...........ccccoeveevieiieiieie e 27
3.8.2 Uji NOrmMalitas ........coveieeiiieiieiie e 28
3.8.3 Uji Heteroskedastitas...........ccccvvveiieiiiiciie i 29
3.8.4 UjJi LINBAIITAS ......eeivveeiee et 30
3.8.5. Analisis Koefisien Determinasi Berganda (R2) .................. 31
3.8.6. Analisis Koefisien Determinasi Berganda (r2).................... 31

Xiv



BAB IV ANALISIS DAN PEMBAHASAN ......ccoooii 33

4.1 Uji Validitas dan Realibitas Instrumen Kuisioner.............c.c.c....... 33

4.1.1.UJi Validitas .....ccceceeieiieiicie e 33

4.1.2. Hasil Uji Realiabilitas ...........ccccocveviiviiiieiece e 35

4.2 ANalisis DeSKIIPLIT .......ccveiiiieiice e 36

4.2.1. Deskriptif Profil Responden..........ccccoecvvveveivieieeie e 36

4.2.2. Analisis Deskriptif (Rata-rata) ..........c.ccceeeveveiieeseeveieene. 38

4.3. Analisis Regresi Linear Berganda ............cccccevvveveiiieinciesieseenns 46

4.4. Pembahasan dan Implikasi.............cccoveiiiieiieciec e 73

BABYV  KESIMPULAN DAN SARAN.......ooii e 84
5.1, KeSIMPUIAN....cuiiiiiiccieie et 84

528 Gdkan ........ e el B, 85

DAFTAR PUSTAKA .ttt sttt 86
LA P IR AN e 88

XV



DAFTAR TABEL

Tabel Hal

4.1, HaSil Uji Validitas ........ccoiveiiiiieiieie e 34
4.2, Hasil Uji Reliabilitas ..........cccoveiiiiiiieie e 35
4.3. Jenis Kelamin RESPONUEN .......c.coveiiiiiiicie e 36
O O LY T W o (- o To] o (=T o SRS 36
4.5. Pendidikan RESPONGEN ..........ooviiiieiiiieceee e 37
4.6. Pekerjaan ReSPONTEN .........cceiieiiieiiiieie et 38
4.7. DImensi REl@DIIty.........cccooiiiiiiiie i 39
4.8. DImENSI RESPONSIVENESS ...ecuveiuretieieirieiteetesieseesresseesteestesaestaesessaesreessesneeses 40
4.9. DIMENST ASSUIBINCE ....c.eiuiruerieiiitinteietestesseseste st sbe et se et sb et nn e s anens 41
4.10 DIMENSI EMPALY .....coviiiiiiiieiieitie ettt sbe st re e e e 42
4.11 DIimensi TaNGIDIE .......ccvviiieiece e s 43
4.12 Deskriptif Variabel Kepuasasn KONSUMEN .........ccccccveveeieiiieieeic e 44
4.13 Deskriptif Variabel Loyalitas KONSUMEN............cccooveieeiieiie e 45
4.14 Hasil Linear Regresi Berganda............cccceeieiieieeresieieese e 46
4.15 Uji MUIIKOIONIEIITAS ......cveeieiiie et 52
416 UJI LINIEIITAS. ...ccuviiiieie ettt ettt e te e sne e e 54
4.17 Hasil Linear Regresi Berganda.............ccceecvevieiieie e 55
4.18 UJi MUILIKOIONIEITAS ....c.vviivieciie et 60
4,19 UJI LINTEIIEAS. ..ecvie ettt ettt e e 63
4.20 Estimasi Linear Regresi Berganda ...........cccocveiieiiieiii i 64
4.21 UJi MUILIKOIONIEIITAS ....c.vveieie ittt st 70
4,22 UJILINIEITIAS. ..eeevie ettt et e et e s eabe e e e enee s 72

XVi



DAFTAR GAMBAR

Gambar Hal

2.1, Kerangka Penelitian ..........cccovveiiiiieiieie e 14
4.1, Uji HeteroSKedatiSItas. ........ccuviveiierieiieieeie e s esiesee et re e 53
4.2, UJINOMMAIITAS .....ocvveieiiccieee ettt sne s 54
4.3, Uji HeteroSKedatiSItas. .. ..ccueviiieirieieiieiieiie e ste e re e 62
4.4, UjJiNOMMAITAS .....oveiieciiccieee e ae e s 63
4.5, Uji HeteroSKedatiSItas. ........ccuviieieiriiieieeiie ettt 71
4.6, UjJi NOMMAIITAS .....ccvveiiieiiiieie st 71

Xvii



