IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

DAFTAR ISI
HALAMAN JUDUL...ciuiuiiiiniiiiiniiiieiuiiiietuiniietasiisesasitsesastsesssssssasasnse. [
LEMBAR PENGESAHAN. .....ooiie et i
PERNYATAAN ORISINALITAS SKRIPSI ..ot iv
KATA PENGANTAR ..ottt sttt sttt snenne s %
ABSTRAK .o bbbttt bbb e ne vii
ABSTRACT ettt ettt bbbttt ettt st besbeeneeneeneas viii
DAFTAR ISttt bbbt re e iX
DAFTAR TABEL ..ottt xiii
DAFTAR GAMBAR ..ottt bbbt Xiv
BAB | PENDAHULUAN
1.1, Latar Belakang ......cccooviiiiiieieeee e 1
1.2. Kesenjangan PeNEIItIAN ..........ccccvveiiiiiiiiiicce e 4
1.3, Tujuan Penelitian............coveiiiiiiic et 4
1.4. Ringkasan Metode Penelitian............ccocviiiiiiiiiini e 5
1.5. Ringkasan Hasil Penelitian...........cccooiiiiiiiiiiiiie e 5
1.6 KONFIBDUST RISEL......cviiiiiiiiiiiiieieie et 5
1.7 UJi RODUSINESS. ...ttt ettt e et nne e 6
1.8 Sistematika PENUIISAN..........cccoviieiieiicie e 6
BAB Il TINJAUAN PUSTAKA
A I I 4T 7 L T T USSR 8
2.1.1. Service QUAIILY.......ccveiieiie e 8
2.1.2. SAtISTACTION. ...t s 9
2.0.30 THUSE .ottt nneas 10
ix

SKRIPSI PENGARUH SERVICE QUALITY ... ARUM ADITYA



IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

214, LOYAILY ..o 11
2.1.5. Brand LOVE.....cc.oouiiiiieeie ettt sttt nne e 12
2.1.6. Brand RESPECE.......cciueiiieieiieii et sre e 13
2.2. Penelitian Terdahulu .........ccooo it 13
2.2.1. HakJun Song, JunHui Wang, dan HeeSup Han (2019) ...........cccccevvrenene 13
2.2.2. Karin Boonlertvanich (2019) .......ccccooiieiiiiniieie e 14
2.3. Hubungan Antar Variabel ... 15
2.3.1. Hubungan Service Quality terhadap Satisfaction ...............ccccceveiiveinenne 15
2.3.2. Hubungan Service Quality terhadap Trust..........ccocvvevrriieienenesenene 15
2.3.3. Hubungan Service Quality terhadap Loyalty ..........ccccoovveiiiineniiineen 16
2.3.4. Hubungan Satisfaction terhadap Loyalty ............ccccoeviiiviiiiiiicic e 16
2.3.5. Hubungan Trust terhadap Loyalty...........ccccoovveiiiiiiieiecc e 17
2.3.6. Brand love memoderasi pengaruh Satisfaction terhadap Loyalty.............. 18
2.3.7. Brand Love memoderasi hubungan Trust terhadap Loyalty ...................... 18
2.3.8. Brand Respect memoderasi pengaruh Satisfaction terhadap Loyalty........ 19
2.3.9. Brand Respect memoderasi pengaruh Trust terhadap Loyalty ................ 20

BAB Il METODE PENELITIAN

3.1. Jenis dan SUMDBDEr Data........cccccueiierieiieieese e e e e ee et e e 21
3.2. Populasi dan SAmMPEl .........cooiiiiii s 21
3.2.1. POPUIGSI......veivieiece ettt 21
3. 2.2.SAMPEI 1. e 21
3.3. Definisi OPerasional...........cccoeieriiiiiiinieieese e 22
3.3.1. Service QUANTTY......eeeeieieiesie e 22
3.3.2. SALISTACLION.... e 23
3.3.30 TTUSE ettt n e 24
334, LOYAIY .o 24
3.3.5. Brand LOVE....cui ottt 25
3.3.6. Brand RESPECT ........ciiiiieiiie ettt 25
X

SKRIPSI PENGARUH SERVICE QUALITY ... ARUM ADITYA



IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

3.4, Teknik ANAliSIS DAt ......cccerueiieiiieiiiie et 26
3.4.1. Partial Least SQUAre (PLS).......cccuiiieiiiie i 26
BAB IV HASIL DAN PEMBAHASAN

4.1. Gambaran Umum Penelitian .........c.ccoooviiiiniiiiieie s 28
4.2.  Deskripsi Hasil Penelitian ..........c.ccoieiieeiiiie e 28
4.2.1. Deskripsi Karakteristik Responden Penelitian ...........ccccooeviiiniiiinnnns 28
4.3. Deskripsi Jawaban ReSPONTEN ... 30
4.3.1. Deskripsi Variabel Service Quality...........ccccocevveiiiieiieie e 30
4.3.2. Deskripsi Variabel Satisfaction .............ccccceoveiveii i 35
4.3.3. Deskripsi Variabel TrUSE..........coooiiiiiiiiieec e 36
4.3.4. Deskripsi Variabel Loyalty ... 37
4.3.5. Deskripsi Variabel Brand LOVe...........cccooiveiieiieiicic e 38
4.3.6. Deskripsi Variabel Brand RESPECL..........cccceevieiieiiiieieece e 39
4.4. Analisis Model dan Pengujian HIPOtESIS. .......cccvviiriririniniecenec e 40
4.4.1. Evaluasi outer MOdel .........ccoiieiieie e 40
4.4.2. Evaluasi INNer MOdel...........ccooiiiiiiiiiiee e 45
4.5, PEMDANASAN .....o.viiiiic e 50
4.5.1. Pengaruh service quality terhadap satisfaction.............ccccceeeveiiiiinnnnns 50
4.5.2. Pengaruh service quality terhadap trust............ccocooiviiiiieiiien e 52
4.5.3. Pengaruh service quality terhadap loyalty ...........ccccoevveiiiiiiieiccicceee 53
4.5.4. Pengaruh satisfaction terhadap loyalty ............cccooeieiiiiiiie 54
4.5.5. Pengaruh trust terhadap loyalty ... 55
4.5.6. Brand love memoderasi pengaruh satisfaction terhadap loyalty ............... 56
4.6.7. Brand love memoderasi pengaruh trust terhadap loyalty ............cc..c......... 57
4.6.8. Brand respect memoderasi pengaruh satisfaction terhadap loyalty .......... 58
4.6.9. Brand respect memoderasi pengaruh trust terhadap loyalty ..................... 59
Xi

SKRIPSI PENGARUH SERVICE QUALITY ... ARUM ADITYA



IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

BAB V SIMPULAN DAN SARAN

5.1 SIMPUIAN.....ceiii e 61
5.2. Kontribusi PENeItIaN ..........cocoiiiiiiiiie e 61
5.2.1. Kontribusi Bagi AKAdEMISi .........ccceieeiiiiieiieie e 61
5.2.2. Kontribusi Bagi PEMASAr ..........cccoueiveiiiiieieeie e seeste e sn e s sie e 62
5.3. Keterbatasan dan Saran Bagi Penelitian Selanjutnya..........ccccccoecviinvienennnnne 63
5.3.1. Keterbatasan Penelitian..........cccccveveeienieeiesinniee e 63
5.3.2. Saran Bagi Penelitian Selanjutnya..............ccooviieiiiiiiieve e 64

DAFTAR PUSTAKA

LAMPIRAN

xii

SKRIPSI PENGARUH SERVICE QUALITY ... ARUM ADITYA



IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

DAFTAR TABEL

Tabel 4.1 Deskripsi Data Responden.............c.ocooiiiiiiiiiiiiiiiiiiinnn. 29
Tabel 4.2 Variabel Standar Service Quality Dimensi Reliability.................... 30

Tabel 4.3 Variabel Standar Service Quality Dimensi Responsiveness............... 31
Tabel 4.4 Variabel Standar Service Quality Dimensi Assurance..................... 32
Tabel 4.5 Variabel Standar Service Quality Dimensi Emphaty...................... 33
Tabel 4.6 Variabel Standar Service Quality Dimensi Tangible...................... 34
Tabel 4.7 Deskriptif Tanggapan Responden atas Satisfaction........................ 35
Tabel 4.8 Deskriptif Tanggapan Responden atas Trust................ceevevennnn... 36
Tabel 4.9 Deskriptif Tanggapan Responden atas Loyalty............................ 37

Tabel 4.10 Deskriptif Tanggapan Responden atas Brand Love..................... 38

Tabel 4.11 Deskriptif Tanggapan Responden atas Brand Respect.................. 39
Tabel 4.12 Hasil Uji Outer Loading...........coooviiiiiiiiiii e 42
Tabel 4.13 Nilai Average Variance Extracted (AVE).............cooviiiiiiinn.n 43
Tabel 4.14 Nilai Cross Loading.........c.cooeiiiriiiiiiiiie e, 44
Tabel 4.15 Nilai Composite Reliability..................ooiiiiiiin, 45
Tabel 4.16 Hasil Predictive Relevance..............c.cocoiiiiiiiiiiiiii 45
Tabel 4.17 HaSil R SQUArE. ... ..., 46

Tabel 4.18 Nilai Path Coefficient. ... 48

xiii

SKRIPSI PENGARUH SERVICE QUALITY ... ARUM ADITYA



SKRIPSI

IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

DAFTAR GAMBAR

Gambar 2.1 Kerangka Konseptual...............cooiiiiiiiiiiiii e 24

Gambar 4.1 Outer Model Algortinm.............oooiiii e, 41

Gambar 4.2 Hasil Inner Model.............oooiiiiii e 47
Xiv

PENGARUH SERVICE QUALITY ...

ARUM ADITYA



