FEB

"UNDIP

7

9
2.1 Theoretical basiS........cccceviririiiiiiiiiiciieeseeee e 9
2.1.1 Customer LOYalty ......cccevvevieieriieierieeieieceeeseeee e 9
2.1.2 Service QUANILY ...cc.eeeiiiiieieeiee ettt 10
2.1.3 Price Fairmess. ....coooeeeiieieeeeeee ettt 11

xi



e

3.5 2 POt TEST ittt 37
CHAPTER 4.t 45
4.1 DesCriptive ANALYSIS....c.cccieiieieieeiierieriieseeeee e ere e seeesenesere e 45
4.2 Normality Test Result.........cccooooieiiiiiie e 49

Xii



4.3 Convergent & Discriminant Validity Test Results.............ccccveenenee. 50

4.4 Reliability Test ReSUlt .........cccoeivieriiiiiieieeieecceee e 53

4.5 Multiple Linear Regi

FEB UNDIP

xiil



