TABLE OF CONTENTS

TITLE PAGE ... . e i
APPROVAL OF RESEARCH PROPOSAL ..o I
DECLARATION OF EXAMINATION COMPLETION.........ccceeuee. ii
DECLARATION OF ORIGINALITY oo \Y
MOTTOS. ettt ae e sbe e b e %
ABSTRACT et vi
ABSTRAK e Vil
ACKNOWLEDGEMENTS ... oo viil
TABLE OF CONTENTS ...t Xi
LIST OF FIGURES ... Xiv
LIST OF TABLES. ... ..o XV
CHAPTER L. 1
1.1 Research Background............ccccoveveiieiieiesic e 1
1.2 Research Problem ... 5
1.3 Research Purpose and Research Advantages .........cccocveveeeenenienieenne. 6
1.4 Structure Of WIING ......ooveiiieieeee s 7
CHAPTER 2.t 9
2.1 TheoretiCal DASIS........cccooiriiiiiiieee e 9
2.1.1 CuStOMEr LOYaAItY ...c..ooviieiiiieiieicieeeee e 9
2.1.2 Service QUANITY .......cccoiiiiiiiiiece e 10
2. 1.3 PriCe FaIMMESS.....ciiiiieiiiiiiteei e s 11

Xi



2.2 Variables LINKAQGE........coviiiiiiieiic st 12
2.2.1 The Relationship Between Tangibles and Customer Loyalty ........ 12
2.2.2 The Relationship Between Reliability and Customer Loyalty....... 13
2.2.3 The Relationship Between Responsiveness and Customer Loyalty13
2.2.4 The Relationship Between Assurance and Customer Loyalty ....... 14
2.2.5 The Relationship Between Empathy and Customer Loyalty ......... 14

2.2.6 The Relationship Between Price Fairness and Customer Loyalty . 15

2.3 Review of Relevant Theoretical Models............cccoovviiiiiicniinennnn 15
2.4 Theoretical Framework ...........ccoceiiiiriieniiinieeee e 21
2.5 HYPOLNESIS ...ttt 21
CHAPTER 3. 24
3.1 Research Variable...........cooooiiiiiiiie e 24
3.2 Population and Sample ..........cccvevvieiieii e 25
3.2. 1 POPUIALION ...t 25
3.2.2 SAMPIE oot 25
3.3 .S0UICE OF DAL .....ccveeiieeiieie e 26
3.4 Data Collection Method............cooiiiiiiiiiinciireeee e 27
3.4.1 QUESTIONNAITES ....eeveieeeeeieesieeie sttt e neenneeeas 27
3.4.1.1 QUESLIONNAITE DESIGN ......oovveiiiieieieeere e 28
3.5 ANalysis Method.........cccveviiieiiee e 34
3.5.1 Research INStrument TSt .........cooeiririieerereee s 34
B.5.2 PHOE TS ..t s 37
CHAPTER 4. 45
4.1 DeSCriptive ANAlYSIS........ccuiiieiieieiieie e 45
4.2 Normality TeSt RESUIL.........cccveiieiiiieie e 49

xii



4.3 Convergent & Discriminant Validity Test Results...........c.cccevveennen. 50

4.4 Reliability TeSt ReSUIt ........coooiviiiiie e 53
4.5 Multiple Linear REQreSSION .......ccovveiveiiieiie e 54
4.6 Hypothesis Test RESUIt ..........cccoeiiiiiiiicc 58
CHAPTER 5. 59
5.1 CONCIUSIONS ...ttt 59
5.2 Theoretical IMpPliCAtIONS.........c.ccoiiiiiiieiee e 59
5.3 Managerial IMmpliCatioNS...........ccoovviiiiiiieie e 60
5.4 Research LIMItatioNnS ..........ccooviiriiieieienese e 61
5.5 FULUIE STUAIES .....viiiieiiciiiceee e 61
REFERENCGES ... 63
ATTACHMENT L. 67

Xiii



