DAFTAR ISI

T O 0 O N II
PENGES AH AN TE S S .ottt ettt e e e e e e e e erennns 111
1\ (0 25 0 N PR v
B Y 0 OO L O A
AB ST RAK .ottt ettt ar VI
KATA PENGANTAR ..ottt VII
) 0 7N O VN L ) PR IX
DAFTAR TABEL ...ttt et e e e e e s e e e s e e e s ab s XI
DAFTAR GAMBAR ...ttt r et e e s errrereaaan XII
DAFTAR LAMPIRAN .o ettt XIII
BAB I PENDAHULUAN ...ttt ettt e e a s 1
1.1 LATAR BELAKANG .1ittvtuieeeetieeetetneeststsseesstssessstnsessstnsessstsssssssonsesssronnes 1
1.2 RUMUSAN MASALAH ..uuiiiettiieieetetetestinsesessnsesessssssessssserissesernseesssones 10
1.3 TUJTUAN PENELITIAN .uiiiitniiee ettt et eeeeee st sesanssesnassetsessnsessnsessnnsesnesennns 12
BAB II TINJAUAN PUSTAKA ...t 13
2.1 GENERAL BUYING BEHAVIOUR ....voiiiiiiiiiieeiiiseeeetineesetanssseaiinsesesnsssssnn s 13
2.2 VARIABEL PENELITIAN ...otttuitiiietiieetetneeeestsseesstansessssansesserasessernsessssnes 16
2.3 PENELITIAN TERDAHULU .ivvnieieiietteeee e et e tetee e e se et sessnesesnassensessnsesnnnees 27
2.4 MODEL DAN HIPOTESIS ...oetneeieee ettt e et e e e e e e e e e eiee e e e e 30
2.5  KERANGKA PENELITIAN ..ootuiiiiietuieetetieeeestiseessssnsessssasessesnsessesnressssonns 37
BAB III METODE PENELITIAN ...ttt e s e nenaan 38
3.1 JENIS DAN SUMBER DATA ...ovniiiiiti ettt ettt e et e e e e e e s st e s e s ena s 38
3.2 POPULASIDAN SAMPEL ....iietnieieeeee et et e e e et e e et s eseasesaesetseenneeennaees 39
33 DEFINISI OPERASIONAL VARIABEL .. cevuuiieiiiietieieeeeieieeeieeeeiseseneesnnsasnneees 40
3.4  METODE PENGUMPULAN DATA ...ouiiiiiiiiiiiiie ettt e st e r e e n e s 42

X



3.5 TERKNTK ANALISTS .ttt eeetteteeeestseeeeetseesesssesessnsesessnnsesessnsesessnsesesnnnsesennns 44

3.6 MODEL PENGUKURAN ....otttttteteete et teeeeeeeeeaeesesaseesesaseesesnseeserneeesennes 46
BAB IV HASIL DAN PEMBAHASAN ....coooitii ittt neeaneenns 52
4.1 GAMBARAN UMUM OBYEK PENELITIAN ...ocvvvuieierriiereesinreressinseressnseresses 52
4.2  DATA DESKRIPTIF RESPONDEN ....ciittutteiirtieeeestateeeesaseseesnaseesesnsseseesaseeees 53
4.3 ANALISTS KUANTITATIF «.evvn ettt e et et e e e e e e e e eeeeeeeeeaeeseetneeeeennns 55
4.4  PEMBAHASAN HASIL PENELITIAN .ivvuiiiirtiieeesrieeeesrieeressnseesessnseseesnreeees 69
BAB V PENUTUP ..ottt ettt ettt et e st s e s st s e s erbnreseraan 78
5.1 S T 1LY 056 57N N TR 78
5.2 IMPLIKAST PENELITIAN ....iietiteteeee e eeeee e e e e e e e e e eeeeeeeeeeteeeereeeeeeenaens &0
5.3 KETERBATASAN PENELITIAN ..iivtuuiiiertiierersisesessssessssssesssnsssssrnseessnns 87
54  AGENDA PENELITIAN MENDATANG ..covuuiiiirtieerernneerersseessrnssesssneeessnonns 87
DAFTAR PUST AK A . ..ottt e s 89
LA M P R A N oo ettt ettt e e e e e e e e e e e er s 95



DAFTAR TABEL

TABEL 1.1 DATA JUMLAH PENDUDUK KOTA SEMARANG ....cccvviiiiiiniiiisineesnineens 4
TABEL 1.2 PRA SURVEI ASPEK PENENTU REPURCHASE INTENTION ........ccccevuvennne 7
TABEL 1.3 RESEARCH GAP......ooiiiiiiiiiiiiiiiie ittt 10
TABEL 2.1 PENELITIAN TERDAHULU ....ccotiiiiiiieiiiie it 27
TABEL 3.1 DEFINISI OPERASIONAL VARIABEL ......ccciiiiiiiiieiiiiesiee e 41
TABEL 3.2 SKALA LIKERT ..ccittiiiiiieiiiie it 43
TABEL 4.1 RESPONDEN BERDASARKAN JENIS KELAMIN .....ccvviiiiiiiiiiieniiiesnineens 54
TABEL 4.2 RESPONDEN BERDASARKAN KELOMPOK USIA.......ccociviiiiiiiiiiiiiieens 54
TABEL 4.3 RESPONDEN BERDASARKAN PENDAPATAN .......ccovrriarinieienienienieniennens 55
TABEL 4.4 QUTER LOADING .......ccccuiiiiiiiiiiiiie ittt 57
TABEL 4.5 NILAI AVERAGE VARIANCE EXTRACTED (AVE).....ccooiiiiiiiiiiiieee, 58
TABEL 4.6 FORNELL-LACKER CRITERION .......cctiiitiieiiiieiiieesiie e e siee e 59
TABEL 4.7 CROSS LOADING ....ccciitiiiiiiieiiiie ittt 59
TABEL 4.8 CONSTRUCT RELIABILITY AND VALIDITY ...ocivviiiiiieiiieeniieeenineeenineeens 61
TABEL 4.9 COEFFICIENT OF DETERMINATION .......tvtiiiiieiiieeniiieesiiee e esineesnnnee s 62
TABEL 4.10 PREDICTIVE RELEVANCE (Q?) .veeteeiiiieiie it 63
TABEL4. 11 MODEL FIT ....ooiiiiiiiiiiiciic e 65
TABEL 4.12 PEGUJIAN HIPOTESIS ....ccutiiiiiieiiiie ittt 66
TABEL 5.1 IMPLIKASI TEORITIS HASIL PENELITIAN......cciiiiiiiiieiiie et 81
TABEL 5.2 IMPLIKAST MANAJERIAL PENELITIAN .....covviiiiiieiiiee e 86

X1



DAFTAR GAMBAR

GAMBAR 1.1 DATA JUMLAH PENGUNJUNG .....ccciiiiiiiiiieiiee e 6
GAMBAR 2.1 DIMENSI BRAND TRUST ...ccutviiiiiieiiiieiieie e 17
GAMBAR 2.2 DIMENSI SERVICE QUALITY .....uvvtiiiieieeeesiiiiiineereeeeesssnnnsnnseessesssnnnns 21
GAMBAR 2.3 DIMENSI CUSTOMER SATISFACTION ......ocoiiiiieiriiniieesniree e 23
GAMBAR 2.4 KERANGKA BERPIKIR........cccuiiiiiiiiiiieiiiie e 37
GAMBAR 4.1 PATH DIAGRAM PENELITIAN ......coiiiiieiiiieiiii e 56

Xii


file:///C:/Users/WIN10/Downloads/Tesis%20Nabila%20Aliffia%20(AutoRecovered).docx%23_Toc169855367
file:///C:/Users/WIN10/Downloads/Tesis%20Nabila%20Aliffia%20(AutoRecovered).docx%23_Toc169855370

DAFTAR LAMPIRAN

LAMPIRAN 1: KUESIONER PENELITIAN

LAMPIRAN 2: TABULASI DATA ............

LAMPIRAN 3: OuTtPUT SMART-PLS...

xiil



