DAFTAR ISI

HALAMAN JUDUL ..ottt i
PERSETUJUAN SKRIPSI ....ooiiiiiiiiiiiiiee s il
PERNYATAAN ORISINALITAS SKRIPSI......cccoiiiiiiiiiieiieeeeeee e il
MOTTO DAN PERSEMBAHAN ......oooiiiiiiiiiitreee s v
KATA PENGANTAR ......coiiiiiiiii s v
PENGESAHAN KELULUSAN UJTAN.....coiiiiiiiiiii e viii
ABSTRACT ..o X
ABSTRAK ..ot X
DAFTAR ISL ..o s xi
DAFTAR TABEL......ooiiiiiii Xiii
DAFTAR GAMBAR ...ttt XV
BAB I PENDAHULUAN ..ottt 1
1.1 Latar Belakang Masalah............cccooiiiiiniiii e 1
1.2 ReSEAICh GaAP....coiiiiiiiiic s 6
1.3 Perumusan Masalah............ccoooooiiiii e 9
1.4 Masalah Penelitian ...........cccoooiiiiiiiiiicnc e 10
1.5 Pertanyaan Penelitian ............ccooviiiiiiiiiic e 10
1.6 Tujuan Penelitian .........cccccovvviiiiiiiiiiii e 12
BAB II TINJAUAN PUSTAKA ..ot 13
2.1 Teori Service Dominant LOZIC .......c.covvvviiieiiiiiiiciiccnecec e 13
2.2 Pengembangan Variabel dan Hipotesis Penelitian ..........c.c.ccocovveiiiiiinnnnn 16
2.3 Hubungan antar Variabel dan Hipotesis Penelitian .............cccccocviiiiinnnne 26
2.4 Kerangka Penelitian ............ccooviiiiiiiiiiiiiiesiec s 32

Xi



BAB Il METODE PENELITTAN......ccciiiiiiiiiii s 34

3.1 Variabel Penelitian dan Definisi Operasional Variabel..............ccccoveeirnennn. 34
3.2 Populasi dan Sampel ..........ccooiiiiiiiiiii 37
3.3 Jenis dan SUMbET Data .........cccooviiiiiiiiiiieicec e 39
3.4 Metode Pengumpulan Data .........ccoccviiiiiiiiiiiiiiie e 40
3.5 Metode ANAliSIS......coveiviiiiiiiiiiie e 41
BAB IV HASIL DAN ANALISIS ....oiiiii e 47
4.1 Deskripsi Objek Penelitian..........cccccvvveiiiiiiiiiiiiie e 47
4.2 AnalisiS SEM .....ccooiiiiiiiiiiiiii e 58
4.3 Interpretasi Hasil ....oooveeiiiiiiiiii e 84
BAB V PENUTUP......oooiiitiiicit e 89
5.1 Ringkasan Penelitian ..........cccccuvveiieiiiiiiieieccseess s 89
5.2 Kesimpulan Hipotesis.......ccveiririiiieiiiieiieiiseseese s 90
5.3 Kesimpulan Masalah Penelitian ...........ccccoooiiiiiiiiiceecec 91
5.4 TMPLIKAST TEOTIEIS ..ecvvviiiieeieeieiee e 96
5.5 Implikasi Manajerial.........c.cccoooviiiiiiiiiie e 99
5.6 Keterbatasan Penelitian ..........cccccoooveiiiiiiniiicceesec e 102
5.7 Agenda Penelitian Mendatang...........cccovevviiiiiiiiiiiiiieee 103
DAFTAR PUSTAKA ..o 105
LAMPIRAN ...ttt b 116

xii



