DAFTAR ISI

HALAMAN JUDUL. ...ttt ste sttt et sae bt sneeneeneas i
PERSETUJUAN SKRAIPST .. S .. 0 B8 S ..o il
PENGESAHAN KELULUSAN UJTAN. ......ooiiiiiriitetsiene et il
PERNYATAAN ORISINALITAS SKRIPSI .........coooiiii i v
MOTTO DAN PERSEMBAHAN .......cooiiiiiiitiiei ettt A%
ABSTREFN'T. £ Nad ... BB .. A .. B ... 0 7% W ... vi
ABSERAK ... 4 B S 1.1 . U™ A. " ... vii
KAJA PENGRNTARY S S ... L BL.... BN SN ....a0f W....... viii
RS TARSISTY...... 0 B W L EN. O R ... T W Xi
DAFTARSFABENEENS TE—— RN ... SO S........"........ ... Xiv
DAFTAR GAMBAR ... ..ottt ettt steese s steataasasna e eeeeeeneeneensestaneeseeenes XV
DASNTAR LAMPIRE Nl S S e ... XVi
BARI................. AU S S N B U 1
PENRAHULUAN. g . . N o8 Y. . N o ... e 1
1.k atar Belakang B ...o. & & B Woath B ol eeeeveeerveenvecereedioereenrecenuens 1
1.2 Wlmusan Masa] JEMEeh W W S SN SN . ..................... . ............. 12
1.3 Pertanyaan Penelitian..........coocueeieeriiienienieeiieeie et sre e 13
1.4 Tujuan dan Kegunaan Penelitian .............cccoocieriiiniiiiieniieniicciteee e 14
BABIL.... ... "B & o sou B BRAL - oo 15
TINJAUAN PUSTAKA S B 0 A B O e 15
2.1 Landasan TEOT.....ccceutiitissuesunensesnnessessuasssssstensessuenseensesuesseensesssessesssesssesseessesses 15
2.1.1 MOl SERVQUAL.......oceeeeeesesieeeeeteeee ettt 15
2.1.2 Teori Identitas Sosial (Social Identity Theory) ........ccccccovveeviinneenceeennnane. 17
2.2 Pel@IMIanQRCTAGh T S0 ... S0 .. . B N B B B B ... 19
2.3 Pengembangan Variabel...........cccccoeoieiiiiiiiiiiiiiieieecee e 30
2.3.1 Kualitas Layanan (Service QUality) .......cccccceeveeecueeniieeciiaiieeieesiieeieeieeens 30
2.3.2 Kepuasan Pelanggan (Customer SatiSfaction) .............cceeveeevevesvenceeeneeanne. 32
2.3.3 Identifikasi Konsumen-Perusahaan (Customer-Company Identification)
23.4 Niat Pembelian Ulang (Repurchase P S

Xi



2.4 Hubungan Antar Variabel ...........ccoooieiiiiiiiiiiiiieeeee e 37

2.4.1 Pengaruh Kualitas Layanan terhadap Kepuasan Konsumen...................... 37
2.4.2 Pengaruh Kualitas Layanan terhadap Identifikasi Konsumen-Perusahaan 38
2.4.3 Pengaruh Kepuasan Konsumen terhadap Niat Pembelian Ulang .............. 39
2.4.4 Pengaruh Konsumen-Perusahaan terhadap Niat Pembelian Ulang ........... 41

2.5 Kerangka Pglifiranfll. . iy -...........cos 0 D ...... .o coevveveeeneenrencnveenns 42
BABIIL...... 4. . #. N % .. .. Jd ... . EFHo W ... 43
METODE BENEMNELARY.. ... . AN, ... T8 o ... 43
3.1 Variabel Penelitian dan Definisi Operasional Variabel .............ccccecvveeiiennennne. 43
34F1 VaRgbCWPenclilEiil SN E— . ........ Ea¥. . W ... 43
3.1.2 Definisi Operasional Variabel..........cccoccooiiiiiiiiiiiiiiiiieeee e 44

3@ PopuiRiadan SREEES. S ... L 0)..... BN SR ... . W......... 48
CWMg, DIEET N Y 4 RIS S 7 T o, 48
3.2.7 Sampel "SR LY. DR ... L. ... 48

3.3 Jenis dan SUMDET Data.............cociriiiiiiiniiiiieite sttt s 50
3.3.1 Jenis INCIES N0, ......... JERN......... S0 Sl .............. 0. 50
3.3.2. SumbcTUAEI A Ny R et e eereeenreceeene o e 50

3.4. Metode Pengumpulan Data ............ccoeeuiiiiiiiiiiiieiienieeee s 51

B 4.1 KuesioncTe.,. S S 0 S S ..o oeeeeeenreeee e 51
3.4.2 Studi Kepustakaan..........ccecviiiiieeiiieiiiiiieesee et 52

3.5 Uji Kelayakan KUESIONET .........coieirierriiniiinieiiiiesieenreeieesieeieesenesssaesseeesseenens 52
31 Uji Validita S W R A S A .................... .............. 53
3.3 Uji Reliabilit7 . T TN N SR .................... ... 54

3.6 Teknik Analisis Data...........cooiiiiiniiiiiee st 54
3.6.1 Pengidentifikasian Konstruk Individual.............cccccooeviiiiiinninniiiieieee. 55
3.6.2 Mengembangkan Model Pengukuran ...........c..occeeeeiieriiniiienieiiieieeieee. 56
3.6.3 Penentuan Desain Penelitian dan Estimasi Model ...............cccccoceninenin. 57
3.6.4 Penilaian Validitas Model Pengukuran...........cccccoeviieniieniienieciiciecieee, 58
3.6.5 Spesifikasi Model Struktural.........ccccoeeieniiiiiiiniiiee e, 62
3.6.6 Menguji Validitas Model Struktural .............cccooovieiiiiiiiieeeee, 63
BABIVEE B B B9 .. N S B BN BN U BN BN ... 65
HASIL DAN PEMBAHASAN ... oo iiet e taaesinee e danas e basse e eenseeeeneesenseens 65
4.1 Deskripsi Objek Penelitian..........ceeouieriiiiiiiiiieiieieeieeee e 65
4.1.1 Gambaran Umum Objek Penelitian .............ccceevviieiiiniiienieniieieeieee 65

4.2 Gambaran Umum Responden ...........ccceeviiiiiiiiiiinieiiieieceeeeee e 66
4.2.1 Identitas RESPONAEN .......cceeeriiiiiieiiiiiieiie et 66

Xil



4.3 ANALISIS Data . .ooooviiiiiiiiii 71

4.3.1 Uji Confirmatory Factor Analysis (CFA) ......ccccccuevveeeieniieeieeiieeeeeeen, 71
4.3.2 CFA untuk Konstruk Variabel Eksogen............ccccoooviviiiiniiniiiinieiiece 72
4.3.3 CFA untuk Konstruk Variabel-Variabel Endogen.............cccccoevieniieninnne 75
4.3.4 Uji Strukturgl®........ 0. ....... 0. o T o ccoeeeneeenneeneeeaneeeeereennes 77

4.4 Analisis Structural Equation Modelling (SEM).........ccccooeeevevcieeceenieeiiaeenne, 79
4.4.1 Uji Normalitas Univariat dan Multivariat...........c.coooeveeienienciienienieeene, 79
442 UiPutlicRigmp™........ A ....... S A . ... 80
4.4.3 Uji Multikolinearitas dan Singularitas .............ccoceeviieeiieiieenieenieeieeene, 83
4.4.4 Evaluasi Atas Nilai Residual...........cccocceiiiiininiiiniiiencccee, 85
4.4.5 Reliability dan Variance EXtracted .......................ccoooecvueeeeeiiunieencenannanne. 85

4. W¥engagdTripofEsiie.. ST JAY. . .Y " B..... 0 8.. W ... 87
.51 fuiga0n HEOW IBIROWESIS 1.0 01..... 0 A YA. ... "o W......... 87
4.5 2l dan BRG] ISNPOTSSED . A NY..... 40 YN A ... g W ... 87
4.5y dan FEEH SRR .. .| 1Y ... S i ... g0 N 88
4.5.4 Uji dan Hasil HIPOLESIS 4 .......cc.eieiiiiieeiieeeiteteeie et ene e 88

4.6 Direct Effect, Indirect Effect, dan Total Effect.......ccccccouvueeevenciinceeenieiinannanne. 88
BAR V....ooovoove o i S e Bl e eevevveeerreere o 90
KHEIMPULAN.. YU U S . B W W .................. ... 90
SHKesimpulan .. g oy SN B N . cccoeeeneeeneees S cennenne 90
5. 8mplikasi Teorelis.. .o fh -+ foune Wl B oheeogeee fleveeerveeereecreonrece foreeerseennes 93
5.3 Whplikasi Mana;GEEDr W T S AN SR AP .................... ............... 94
5.4 Kgerbatasan......... ViR . ...................... 40 ................. 97
S55Sardllh ..o T eeeerereeernenresseeneneee et st 98
DAFTAR PRRTAKARS I g o . o GRS ... ... 100
LAMPIRAN.WR... . 9w Pl A ER W . ... 109

Xiii



