DAFTAR ISI

Halaman

LEMBAR PERSETUJUAN SKRIPSI......cooiiiiiiieieie ettt I
PENGESAHAN KELULUSAN UJTAN....cocttitiiteienieieee e II
PERNYATAAN ORISINALITAS SKRIPSI ......coooiiiieieeieeeieeee e 111
MOTTO DAN PERSEMBAHAN ...t ittt v
ABSTRACT ..ol g sine et ettt et steesaeeseeeaeas A%
ABSTRAK ....coocvveveee a8 NN . Y. . M ooovvenveeenienieneeieneenne VI
KATA PENGANTAR ..ttt il B VII
DAFTAR GAMBARG¥..... gl i e, XV
BAB I PENDEHLNSSAN. B AR 1.0 SRR A .. .Y B 1
1.1 Latar Belakang Masalah ....o......o.o...cii i et 1
1.2 Rumusan Masalah .. ..o i e 8
1.3 TUjuan Penelitian ... -t .sesiontoseereesdosatannnsssnneeennreeesnseesonneesssesssseeessseeenns 10
1.4 Kegunaan Penelitian . ..co.c.. o i i et 11
1.5 Sistematika Penulisan..........oc e 12
BAB Il TELAAH PUSTAKA st el i it 14
2.1 Landasan T@OTT......ccc.ueeuueeiiiiaitasssttaseasitaeteeeeeeeieesieeeseeedhteneeesteesueesseenseesaeeens 14
2.1.1 Teori Prilaku KOASUMEN ........eoveemenvsse 88 e b 14
2.1.2 Teori Consumer. RetentiON /.. ..o..c.iioi i aassiiiieneeeeeieeeeiee et eee e 15
2.1.1.1 Faktor Consumer REIENIION. ............ccccocueeveeirneiniiniienieeeeseenaeens 17
2.1.1.2 Indikator Consumer Retention. i......c...ioeeerieeiien i 20

2.1.3 Customer SALISTACHION ..............coveeieeiiiesieeeie ettt s e s 21
2.1.2.1 Teori Customer SatiSfaction.........cceereeriiirrieniiienie et 21
2.1.2.2 Indikator Consumer Satisfaction..........cccceeveeevieenienieeniieeieenieneee 24

2.1.4 Kualitas Produk Halal (Halal Product Quality) .........ccceeeveeeveeecuveeannnen. 25
2.1.3.1 Teori Kualitas Produk Halal (Halal Product Quality)..................... 25
2.1.3.2 Indikator Kualitas Produk Halal.............cccoocoiiiiiiiiie, 29
2.1.3.3 Faktor Kualitas Produk Halal..........c....ccccoiiiiin, 30

2.1.5 Experiential MArketing ............cccccoeeoeeiouieiuiesiieiiesieeieeee et 32



2.14.1 Teori Experiential Marketing................cccoeeeeveeeecieeeeeeeeeenenne, 32

2.14.2 Faktor Experiential Marketing ..............cccccoeevveeeeeceeennceeencnnanns 34
2.14.3 Indikator Experiential Marketing................ccoceeveuveeecveeenenennne. 36
2.2 Penelitian Terdahulu ........cocoooiiiiiiiiiiceeeee e 37
2.3 Hubungan Antar Variabel ...........ccocooiiiiiiiiiiiieeee e 44
2.3.1Customer Satisfaction Terhadap Pembelian Ulang Konsumen (Consumer
REENtION) oottt ettt et et et 44
2.3.2 Halal Product Quality Terhadap Pembelian Ulang Konsumen (Consumer
Retention) ... ... 2. XNY.-.. L. Q. .....oooovieiineirneeenns 45
2.3.3 Experiential Matketing Terhadap Pembelian Ulang Konsumen (Consumer
Retention) 4. SN i B B VA Q- oovveenennneenaennn 47
2.4 Hipotesis ... NY.... D A S ... (% .. B ... 48
2.5 Kerangka Pemikiran Penelitian..............cce. fovesiitinee ot it 48
BAB III METODE PENELITIAN... ..ol e ettt 50
3.1 Metode Penelitian i i e eeeeee st iaibeeeeieebas e e as88she e enteeeeeseeeeeesareessaesaeaens 50
3.2 Variabel Penelitian dan Definisi Operasional Variabel .................ccccoeeeeenne. 51
3.1.1 Variabel Penelitian ceeeee. . cveeiosieees e sssieasbe e aeeeieeiieeeeeeedaneeeeieesveenseesaneens 51
3.1.2 Definisi Oprasional Variabeli..ciii. i i e ioreeeeiieecieeecdiee e 52
3.3 Populasi dan Sampel ... oo i ietessiteetene e e 54
3.4 Jenis dan Sumber Data ...ttt 56
3.5 Metode PengumpulanData ... i i it e 56
3.5.1 KUCSIONET ..o i iusssmss s s 0000 D e et eeeeeteesiteeieeseteenbeasaeeebeesaeeens 57
3.6 Metode Analisis ..o Lo i L L e 57
3.6.1 Analisis Deskriptif... ... e 57
3.6.2 Penyimpangan Asumsi K1asiK..........cccocoeeviiiiniiiiniiiiicccee e 58
3.6.3 Uji InStrumen Data ........ooeeeiiiiiiiiiieiiieie e 60
3.6.4 UJ1 HIPOLESIS ..eeeerieiiiiieeiiie e et ettt eiee et evee e siree e e eseaeeeeeeeenne 61
3.7 Tempat dan Waktu .......c.ooooiiiiiiiiiieeeeee et 64
BAB IV HASIL PENELITIAN DAN PEMBAHASAN .....cocoiiiiiiireeeeeee 65
4.1 Deskripsi Objek Penelitian..........ccoccueiiiiiiiiiiiiiiieeiiesieeee e 65
4.2 Gambaran Umum Responden ...........ccceeviiiiiiiiiiniieeiiie e 68
4.2.1 Gambaran Responden Berdasarkan Usia..........c.ccoeceevieiiiinniinnicenienien. 68

X1



4.2.2 Gambaran Umum Bedasarkan Latar Belakang.............ccccccoveeeeveennnnnnnne. 69

4223 Gambaran Responden Bedasarkan Intensitas Kunjungan......... 70
4.2.4 Gambaran Responden Bedasarkan Kunjungan Terakhir......................... 71
4.3 Metode Analisis Data.........c.covieiiiiiiiiiiiiiiiiecceeeeee e 72
4.3.1 Analisis DeSKIIPtT ......cccviiiiiieiiie e 72

4.3.1.1 Indeks Responden Terhadap Variabel Consumer Satisfaction (X1) .. 75
4.3.1.2 Indeks Responden Terhadap Variabel Halal Product Quality (X2)... 76
4.3.1.3 Indeks Responden Terhadap Variabel Experiential Marketing (X3).. 76

4.3.1.4 Indeks Responden Terhadap Variabel Consumer Retention (Y)........ 77
4.3.2 Uji Instrumen Data ... i . oo ereesii e et et 78
4.3.3 Deteksi Asumsi KIasiK.a..eeesoieeiti e et 80
434 UjiMpdesls.. AVER- ... [1]... BERIA. . ot B ..o, 87

4.4 Pembafiasally - 2 . U |U.. DR . . .CJ.. . F. ......coe.ee. 93
4.4.1 Pengaruh Kepuasan Konsumen Terhadap Retensi Konsumen................... 95
4.4.2 Pengaruh Halal Product Quality Terhadap Consumer Retention............... 96
4.4.3 Pengaruh Experiential Marketing Terhadap Consumer Retention............. 97

BABV....® e . R AL AN S 4 4 8. ... ... . & 99

5.1 Kesimpul@p ............. N AL RV SRS ... ... & 99
5.2 Keterbatasan Penelitian.............iiecoiiiiiiiiiienicidireccceceeee e 100
53 8Saran ... Q... ML NLVN FR B KRR NE . B 101
DAFTAR PUSTAKA ... st siiiiiie oot eeeeeeesieeeesee st etesatesaeenees 103
LAMPIRAN.. g = . LB R EIEENNEEFY .. 110

xii



