DAFTAR 1Sl

LEMBAR PENGESAHAN ......cooiiiiiitiee sttt i
LEMBAR PERNYATAAN KEASLIAN ...t i
KATA PNGANTAR ettt e e nrae e e e saeesnnee s i
DAFTAR IS ettt st nn s WY
DAFAR TABEL ..ottt ettt nn s X
DAFTAR GAMBAR ...ttt ettt e e e s e e anee s Xi
BAB | PENDAHULUAN
1.1 Latar Belakang Masalah.............ccccocoeiioiiiiiicce e 1
1.2 Identifikasi dan Rumusan Masalah ..o 8
1.2.1 Identifikasi Masalah ..o 8
1.2.2 RUMUSAN MaSalaN ........ccooiiiiieieiie s 9
1.3. Maksud dan Tujuan Penelitian ...........ccccceeveiieiiiie e 10
1.3.1 Maksud Penelitian .........ccccoieeiiiiieiiiisenee e 10
1.3.2 Tujuan Penelitian .........cooiiiiiiieee e 10
1.4 Kegunaan Penelitian ..........coooiiiiiiiiiieeee s 11
1.4.1 Kegunaan AKademisS .........cccoveiiiieiieicsc e 11
1.4.2 Kegunaan PrakLiS ..........ccccoeiieiiiie it 11
1.5 Lokasi dan Waktu Penelitian ............ccoeieiiiiiiiceseeeeee e 12
1.5.1 LOKaSI PENEIITIAN. ......cceiiieiieie e e 12
1.5.2 WaKtu Penelitian ..........coviiiieeeiie e 12
BAB Il LANDASAN TEORI, KERANGKA PEMIKIRAN DAN HIPOTESIS
2.1 Kajian PUSLAKA .....ccveiiiiiiicie e 13
2.1.1 Kualitas PEIAYANAN ......ccoiviiiiiiiisieiee s 13
2.1.1.1 Pengertian Kualitas Pelayanan.............c.ccoovviinininin e 13
2.1.1.2 Dimensi Kualitas Pelayanan ...........c.cccccvviiiiiie s 14
2.1.1.3 Prinsip Kualitas Pelayanan............cccccocveiiiiiiciii e 18
2.1.2 CUStOMEr DElight....c.coiiieie e 20
2.1.2.1 Pengertian Customer Delight...........cocoviiiiiiiiiiiiee e 20
2.1.2.2 Dimensi Customer Delight .........ccccooiiiiiiiiinee e 21
2.1.2.3 Perbedaan Customer Delight dan Customer Satisfaction ....................... 25

iv



2.1.2.4 Delight RESPONSE CUNVE......cc.oiviiiiitieiesicrieeie e 25

2.1.3 CUSLOMEr LOYAIITY ..ot e 26
2.1.3.1 Pengertian Customer loyality... .......cccceevviiiiieieiie e 26
2.1.3.2 Dimensi Loalitas Pelanggan........ cocoovevveieieeieiie e 27
2.1.3.3 Tahap — Tahap Loyalitas Pelanggan............ cocoeveieneneneniniseeecee 28

2.1.4 Hasil Penelitian Terdahulu...........cocoiieiiiieee e 30

2.2 Paradigma PemiKiran ...........cccoiioiiiiieiiece e 36

A B o 11010 1] TSR TSUUS SRR 37

BAB 11l OBJEK DAN METODE PENELITIAN

3.1 ODbjek PeNEIITIAN ......c.eeiieiiiee e 38

3.2 Metode PENEIITIAN .....ccvveieieieiic e 38
3.2.1 Desain Penelitian ........cooceiiiiiiiieieiesese e 40
3.2.2 Operasionalisasi Variabel ..., 43

3.2.3 Sumber dan Teknik Penentuan Data.............ccooovereeienieenenie e seene e 47
3.2.3.1 SUMDET DALA.....cueeuieieiieiieeie ettt 47
3.2.3.2 Teknik Penentuan Data...........cccoerereneieiesiisisieiesie e 47

3.2.4 Teknik Pengumpulan Data........... oo 49
3.2 4.1 UJi VAHAITAS ...t 51
3.24.2 Uji RElI@bIItas ........cvevvieieiiciiesie et 53
3.2.4.3 Uji Methode Succesive Interval (MSI).........cccooveveiieiiiie e, 54

3.2.5 Rancangan Analisis dan Uji HIPOTESIS..........cccoviirininicieie e 56
3.2.5.1 Rancangan ANaliSIS.........couiiiiriiiiiieie et 56
3.2.5.2 ANALISIS DALA ......ceeiiiiiiiieieeie et 56
3.2.5.3 Pengujian HIPOLESIS .....cccvveiuieiiieciieeie et 64

BAB IV HASIL PENELITIAN DAN PEMBAHASAN

4.1 HaSH PENEIITIAN ..o 67
4.2 Gambaran Umum PeruSanaan ..........cccceueieeieiieniienieeie e siee e 67
4.2.1 Sejarah Perusanaan ...........ccocooeiiiiniinesc e 67
4.2.2 Visi,Misi dan Nilai-nilai Dasar Perusahaan............cccoceveevvcieeeiicvieee e, 69
4.2.3 Struktur Organisasi Perusanaan ............ccoeeeeeieerenieeseesiesie e e 70



4.2.3 Aspek Kegiatan Perushaan ...........cccoeeerininininieieesese e 72

4.3 Karakteristik RESPONAEN ........ccviiiiiiiiiieiceee e 73
4.3.1 Karakteristik Responden Berdasarkan Jenis Kelamin ...........c.cccccceivvenen. 73
4.3.2 Karakteristik Responden Berdasarkan UsSia............ccccccevvvivieiieneciieseennnn, 74
4.3.3 Karakteristik Responden Berdasarkan Lama Pemakaian .................c........ 75
4.3.4 Karakteristik Responden Berdasarkan Pekerjaan ............cc.ccoovvniinnienen, 76

4.4 ANalisis DESKIIPLIT .........cviiiiiice e 76

4.4.1 Tanggapan Responden mengenai Kualitas Pelayanan...............ccccovveviinenen. 77
4.4.1.1 Reli@iDIlIty . ...cvcieiee e 77
4.4.1.2 RESPONSIVANESS .....veuvervetiiisieaiieieeseessesteste st st sbesseess e s see st st sbesbe s eneeneens 79
A.4.1.3 ASSUFAINCE ......eeeeeeiitieieeeieeeniee sttt ettt et e e e e nne e s e e sbe e s s e e nneeanneenneeas 80
441 A EMPRALY ..o 81
4414 TaANGIDIES ..coiiiiiice s 83

4.4.2 Tanggapan Responden mengenai Customer Delight...........cccociiiiniiinnnnn, 86
A.4.2.1 JUSTICE ...ttt bbbttt bbbt r e 86
B.3.2.2 ESTERIM ...ttt 88
4.3.2.3 FINISNING TOUCK .....ouviiiiiiiiiiceeee e 90

4.4.3 Tanggapan Responden mengenai Loyalitas Pelanggan ............cccccoovvviniiennen, 93
4.4.3.1 PemDBelian Teratur ........cccoviiiiieieieee e 93
4.4.3.2 Membeli DIluar TiNi.........ccooviiiiiie e 94
4.4.3.3 Menunjukan Kekebalan ..., 95
4.4.3.4 Menolak Produk LaiN..........cccooveiiiieiieniiie e 97
4.4.3.4 MerekomendasiKan ............ccoiieiiieiienene e 98

4.5 ANalisi VerifiKatif ...........ccooiiiiiie e 101

4.5.1 Uji Regesi Uji ASUMSH KIASTK........coiiiiiiiiiiiciseeee e 101
4.5.1.1 Uji ASUMSI KIBSTK.......cveiiiiiiiiiiiiieiie e 101
4.5.1.2UJ1 NOrMalitas. .....ccovveiiiiiciie st 102
4.5.1.3 Uji MUItIKOIINEITANTAS .....eovveiiieciiecie e 103
4.5.1.4 Uji HeteroskedasitiSitas. ..........ccuvuereriiiniiiiiseieese e 104

4.5.2 Analisis Regresi Linear Berganda...........c.cocveveninininienieie s 105

4.5.3 ANALISIS KOTEIAST ....veeuviiis et 107



4.5.4 Analisis Koefisien DetermMinaSi.......ooooveee oo 109

4.6 Pengujian HIPOTESIS......vcieeiiiieiie ettt e e nne s 111
4.6.1 Pengujian Hipotesis Simultan (UJi F) .....ccccooeviieiiiiiiicce e, 111
4.6.2 Pengujian Hipotesis Parsial (UJi £)........ccoovieiiiiiiiiceec e, 113

BAB V KESIMPULAN DAN SARAN

5.1 KESIMPUIAN......coiiiiiiiiecs ettt sre e re e re e e e e nre s 118

0.2 SAFAN..... ettt bR r e e n e ne e ne e ne e 119

Vii



