DAFTAR ISI

PERSETUJUAN SKRIPSI ..o i
PENGESAHAN KELULUSAN UJIAN ..o ii
PERNYATAAN ORISINALITAS SKRIPSI ...t \Y
Motto dan Persembanan.........c...oco i i Y
KATA PENGANTAR L.ttt sba e st aesbe e nteeneesneesneeneeas vi
ABSTRAGHE..... G ™.. ... S ... A W ... viii
ABSTREK.. .. NEW...... U S . S ... N ... IX
DAFEAR IS ... 0 .. (A . . ... Y8 W............. X
DARTARSIASEL . & B . Jil.. . . Rk . .0 . 0. ... Xii
DEFTAZEOMB SR . .. ... LEL...... B ... .. W ... Xiii
FAB RENDAHEN S, WS LI Y ot ... ... ... 1
1.1 TTratar BREiERy — I RE . O . ... ... 1
1.2 Penelitian Terdahulu ..ot 9
1.3 RUMUSAN MaSaIAN........ .ot 12
1.4 Tujuan Penelitian .....c.coeieeiiiieieiiieeee ettt 13
5  Manfaat PegeliEuisms. .. NN o8 BN . S m.....cocceeeeneereneeer JB e eeneees 14
T8 SistematikaBenWisan &.. STl gl eereerrereeseeeosesoferinerees 14
BAB Il TELAAH PUSTAKA ... oottt ste e e sie e sse e aneesneeneeanes 17
2.1 Service DOMINANT LOGIC. .....couereruerieieirieienienieneenieieieeeeeeie e sbe st 17
2.2 KUAHTAS 1aYANAN.......c.iciieiieiiecie et eesre e e e e raeesreeraens 19
2.3 Kghuasan PEEnETanm. . an - o gm0 SR W B 5o e, 24
2.4 Hubungan Antar Variabel ...........ccoooeiininiii et 26
BAB 11l METODE PENELITIAN .....ccoiiiiieriiiiisieneane e sieeee e ee e seeeee e 31
3.1  Variabel Penelitian dan Definisi Operasional Variabel .............ccccoceveieinenne. 31
3.2 Populasi dan SAMPEL..........ccecuiiieiieiieieie ittt 34
3.3 Wenis GAMISUMBEEDET:. ... SO ... S 36
3.4 Metode Pengumpulan Data...........cceecueeieeiieiieiie e ere e e e 37
3.5 Metode ANGLISIS .....cuveuieiieiireeeteteeee s 38
BAB IV HASIL PENELITIAN & PEMBAHASAN ..o, 48
4.1  Deskripsi Objek Penelitian ..........ccevvvievericiericeeeeeee e 48
4.2 ANALISA DALA......c.oiveieiiiiiece e 55



4.3 PEIMDANASAN ..ottt ettt e et e e s e et e e s e st e esesreeesesreeesssnnees 69

BAB V PENUTUP ..ot 74
5.1  Ringkasan Penelitian...........ccccciieeieiiiiieiiiiceeseee e 74
5.2  Kesimpulan Berdasarkan HIPOtESIS ......ccceuervirierinierieieieieeseeseseeeeeeee e 74
5.3 Implikasi TeQgills™:....... &% .......... B ... T ..o enaees 76
54 Implikagilifanajaifal B me e e A s 76
55  Ketgiftasaie . W.......... ... @8 W ... 77
5.6  SdFan ..M. ... . SSSSE———— ... A 77

DAFTAR PUSTAKA .ttt sttt ta et aa et naane e beeente e 79

LAMPIRAN A DAFTAR PERTANYAAN PENELITIAN ( KUESIONER).....84

LAMPIRAN B DAFTAR JAWABAN RESPONDEN PENELITIAN................. 90

IEMPRRGN C IR SIEPS. .. A NN, . 4 Yo s . .2 W 96

Xi



