DAFTAR ISI

ANALISIS PENGARUH SERVICE QUALITY DAN BRAND IMAGE TERHADAP
PURCHASE DECISION DENGAN CUSTOMER SATISFACTION SEBAGAI

VARIABEL INTERVENING ...ttt i
PERSETUJUAN SKRIPSI ...ttt sttt bbb ii
PENGESAHAN KELULUSAN UJIAN. ...ttt iii
PERNYATAAN ORISINALITAS SKRIPSI .......coooiiiii i iv
MOTTO DAN PERSEMBAHAN ...ttt ittt sttt sbbe e aeenaee v
ABSTRAG™..... AW S, S ... I 80 . W0 SSmEs . e ... vi
ABSTRAFG....... S B T . L HY . A S, o .. vii
AT ARENGANIRAR). . § 5.1, AE_— i ... S, viii
DAFTARIS].. B SR . IEN .. .S . ... . ... Xi
DAFTAR GAMBAR .. Ny, . LVl ... Xiv
DAFTAR TADBEESer e S 5 S W, S . ... ............. 0 ... XV
DAFTAR LAMPIRAN ..ttt ettt XVi
BABLL.......cooieei B g L e 1
PENBAHULUAN .00 T . W, S5 T S0 A0 S 0 ... . ... 1
1.1 Latar Belakarigpimm. S W S B oo S ........................38................ 1
1.2 RUMUSAN MASAIAN ... e 6
1.3 Tujuan dan Kegunaan Penelitian...............ccueiiiiinineeniiensc e 8
14  Sis@matiKg Sellishry. Fa. Ba. X0 L. OB ...... ... 9
BAB Il ......... 0 e ... neene e W, 11
TINJAUAN PUSTAKA Lt 11
2.1  Landasan Teori dan Penelitian Terdahulu ..., 11
211 Expectancy Disconfirmation Paradigm (EDP) ...........cccecevveveiiivennnne, 11
2.1.2 Service Quality (Kualitas Layanan) ..........ccccceverviirneneene e 14
2.1.3 Brand Image (Citra Merek) ... 16
214 Customer Satisfaction (Kepuasan Pelanggan) ..........cccocoevvenenencnnnenn 19
215 Purchase Decision (Keputusan Pembelian) ............ccoooiininiicicnnnn 21
216 Penelitian Terdahulu.............coooiiiiii e 24

Xi



2.3 Kerangka Pemikiran ... 29

A o 1010 1] SR 30
24.1 Direct Effect (Berpengaruh langsung)..........ccccevvvvveveiiiieieeiece e 30
24.2 Indirect/Mediated Effect (Berpengaruh Tidak Langsung)...........c........ 32
[SVV=00 | | IOTUORROURTRR e oo . S RO O PR R 38
3.1  Variabel Penelitian dan Definisi Operasional Variabel ...................cc.coc..... 38
3.11 Vagigtel Pafiel iaiy.™.......... " L ALH...... ..., 38
3.1.2 Definisi Operasional Variabel ..............c.cccov i, 38
3.1.3 Populasi dan SAmMPEL ........c.coviieiiiiiiii e 42
3.21 RapUlesi ... AU R ... Y 42
3.2.2 SaITIpel .. [ A T ... RS W 42
3 JleMiydan SUNER: R ... 0 BY..... . A N ... N . W ... 42
3.4 "“Metode Pengumpulan Data . ..........dier. ... vusnescdroiliheceoeees e ieneeneenesntieeeese 43
34.1 KyeSTORC [N, | 1. S 4. ... ... 43
3.5  Metode ANALISIS DALA ...........ccooeieiiiiiiii ittt 43
351 Karakteristik RESPONUEN.............covi i 44
3.5.2 ArnlSREERET . . U —.................. ... 44
3.5.3 Pengujian Outer Model (Model Pengukuran).............c.ccccooereieiennnn. 45
3.5.4 INNeRGOTSIP........ S ... 46
BABRLY ..o 0 B B W SRR S N N 49
Hasildan Analisis....... N T W NS S o . . ...................... ... 49
4.1  Deskripsi Objek Penelitian .........ccocuveiiiiiiiiiiic e 49
411 Deskripsi Umum Objek Penelitian............ccoeeveiiiieniniinne e 49
41.2 Deskripsi Umum ReSPONCEN ..........ccuiueirviiiniiiiiiieie st 51
4.2  ANALISIS SEM-PLS ..ottt 61
421 Model Pengukuran (Outer Model Evaluation).............ccccocevvvviiinennn. 62
422 Evaluasi Model Struktutal (Inner Model Evaluation)...................c....... 69
4.2.3 Uji Goodness ofi Fit Test......o.... o i . i el e 73
4.2.4 INterpretasi Hasil.........coovviieie e 73
BAB Vbbbt 78
PENUTUP ... bbbt b et e ettt e e bt sbe e e nee s 78
5.1 KESIMPUIAN ...t 78

5.2  Keterbatasan Penelitian ..o 79

Xii



FEB UNDIP




