DAFTAR ISI

Halaman JUAUI ............o ittt s bee e beenbeeneenreas I

Surat Pernyataan Keaslian Tesis (Sertifikasi). ..c......ccoovveiiiiniiiriiies i et i
Lembar Perscillijlian. ey = . S ... - - i

Motto. ... ... 8 .M ... SO . . S ... .. iv
ABSTEHECT. ... ... [ . A U (. ........... . 8.Y..... \
ABSERAK .. "y ...... 4+ B B ... B)...... . R ... ... vi
KB Pengd™gk,. ... S B . ... A § 0 ... .. A ... .gf- vii
DEltar 9. e . . A L 2L ... N A ot ... N IX
Dalliar Tabel........... i N .............. L. B Pl ............ Xiil
Dalllr Gambar .........we e iy Seerrame il e XVi

BAB | PENDAHULUAN. ..o ittt et ai e e e sntaaa e s aseeeaeaansaneaaanssaeeeessneeeeans 1
11 Latar BelaKang. . ... ..ot 1
1.2 Broblematisasi...... .. A.. .5 . B A% 4. 4. . .4 4. 8. ... 3
1.2.1  KeSenjangan Penelitian. . ......co..iiiiuiiiiriiiaieiieiesiesiane s csiestsseese et sse e ssesseeseeee s 3
1.2.2  MaSalah Penelitian. . ..........cccoeiiiiieeieeiieeesreesiteesaesnseeseeenseesaeesteesseeeseesseesseesseessaens 6
1.3 TUJUAN PeNUIASAN. .. tiueiiiiiiiiiiiitiieteie e bbb 9
14 Konteks K@nclitiar. ¥... BAFE. 0. B B0 R 00 .9 ... W ... 9
15 Sistematika PenuUIASan. /... .......ccoveiiuiiiiieiie ettt s sra e s be et teesreeeveeaaees 12
BAB Il TINJAUAN PUSTAKA DAN PENGEMBANGAN MODEL ...........cccceene... 13
2.1 Landasan Teori Service-Dominant LOGIC (SDL) ....ccviviieiieiiieiiiiiie e siiee e 15
2.2 Pengembangan Variabel dan Hipotesis Penelitian... ...........cccccooiiiniiiniiencee 17
2.2.1  MULU LAYANAN. ...ttt e e 23330 e e eerre et e er e e 17
2.2.2  PENEIIASE PASAT. .. ....eiiiiiiiiiieie ettt sbe e nre s 21



2.2.3  KiINErja PemMaSsaran. . . ........cceiieieiieiieeiesiesieeie sttt sre e

2.2.4  IMULU PIOOUK. ..ottt 30
2.2.5. INOVAST PTOUUK.........oviiiiiiiiieiieitii bbb et 35
2.3 Model Penelitian EMPIrLS. .. ...c....ooiiiiiineeeeiien it sne s 42
BAB Il METODE PENELITIAN. ...ttt ettt st 50
3.2 Desain RERClitian. S . ........... S ........... N ... ... 51
3.3 Populasi dan Sampel Penelitian. ...........cccceieieniiriiinisiieiin i 54
3.3.1 RSpulasi . WF.......... S R S ... 8T ... 54
3.3.28 ampcig,........... S . SN J AR .. AR .. 54
3.4 Prosedur Pengumpulan Data. .. ......c..cccueiiieieiieie e siee s e sreesneesie s s st e e eesseesnaas 55
3.5 Kaisori@r. .. .. . i . [E— . ] B ... D . ... 56
3.6 Instrumen PeligliTarign. . ............... LS A ... . AL . .............. S7
3. Proses Analis/SUBEIP = ", .. Ny, ... LY T 0 g ... 61
3.7.1 Pengembangan MOdel BaSiS TEOTI. . . ..cue..eruerierueiueiresresseaeseeiesnessessessessessessenseeseenes 62
3.7.2 Pengembangan Diagram Jalur (Path Diagram)... .......ccceeveieiiineeiesneeneenenesennnnens 63
3.7.3 Pemilihan Jenis Input Matriks Dan Estimasi Model... ........cc.ccoocuriernneneiiennnnnnnns 63
3.7.4 Menilai Masalah Identifikasi Model Struktural.............cccoocoiiiiiiniice, 64
3.7.5 Evaluasi Kriteria Goodness OF Fil..........cccciiiiiiieiiiiiiiecseee s 65
3.7.6 Interpretasi dan Modifikasi Model... .......cooviiiiiieieneieseseese e 67
3.8 Pemenuhan EtiKa Penelitian. .. .....c.coc.iieieiiiin ettt et st 69
BAB IV ANALISIS Lt a e 70
4.1. T a0 T T e PSPPI 71
4.2, Pen@EMPUlaQRDII. .. N 0. ......... ... .. B . B . 72
4.3.  StastiStik DESKIAPLIT. ....ccvoiiiie et st nre e 72
4.3.1. Statistik Deskriptif Profil RESPONAEN. .......c.coviiiiiiiiiceee e 73
4.3.2 Statistik Deskriptif Variabel. ...........ccooooiiiiiiii s 76

X



Xi

4.5. Uji Confirmatory Factor ANAIYSIS. .......cooiiiiiiiiieiiee e 91
4.5 Uji Full Structural Equating MOdEl. ............oociiiniiiiiiiiieeecee e 111
A.5. 1. UJT HIPOTESIS .....eeiiiiieiieiieie et sttt sb et ab ek bttt bbbt e e 120
BAB V SIMPULAN DAN IMPLIKASI PENELITIAN ..o 130
5.1 Pengantar.... 48....... W . 0. e AP N 130
5.2 RINQGKASAN PENEITIAN. ©iiiveivieiiieieiieesiieie sttt se e snnani e 131
5.3 KeSImPUulan HIPOLESIS.........coiuiieiieerieariiiieesieaieseesseassesssessseseesseessesssesssessessnssseessesns 133
54  Kesimpulan Atas Masalah Penelitian. ...........cccooueiiiieeiiiiiieieie st 138
55 ImplikaGigleoritis.. . S ... 0. . J AL... .. 0. A0 B .. . K @ 145
5.6 IMPLIKAST Man@JEITal. .....cc.covvoieie ettt te e anes 148
57  Keterbatasan PeNEITIAN. .......cooiiiiiiiiieiiiie ittt 151
5.8  Agenda Penelitian Mendatang. ..............cooeiiiiiiieieeic st see st sniesna e 153
Daliiar Pustaka....... N . . B i ... 169
Lal@ipiran................. UGS S S . . JEE — —— . .......... 174

Xi



DAFTAR TABEL

Tabel 1.1. Penelitian TerdanUIU...........ccciieiiiiiiiees i 4
Tabel 1.2. Pertumbuhan Bisnis EKSPEAIS. .......ccciiuiieiiiiniiieieeie it cie e stieee e ne st 12
Tabel 2.1. Dimensionalisasi Variable. ... 43
Tabel 3. 1 Skala Semantic Defrensial. ..o 57
Tabel 3. 2 DefiniSi OPerasional...........cccciiieiiiiiie it e sttt aestesraeeeanes 57
Tabel 4.1 Berdasarkan Jenis Kelamin. .............ocooeoiiiiiiisiiieseee e 73
Tabel 4.2. Berdasarkan ReNtaNg USIA. .......cceecvveiiiiieiiiiiiiie e sieeiee e s e e snaeste e sneanne s 74
Tabel 4.3 Berdasarkan Pendidikan Terakhir. ........c..cooooviieiiiiiiiine e 75
Tabel 4.4 Kategori Rentang Nilai Indeks Berdasarkan Three-Box Method. ...................... 77
Tabel 4.5 Indeks Penilaian Kinerja PEMAaSAran. .........ccooeiueiereienriiesesieieniesiesie e 78
Tabel 4.6. Indeks Penilaian INovasi Produk ..o 80
Tabel 4.7. Indeks Persepsi INOVASH ProdUK........ .ot 81
Tabel 4.8 Indeks Penilaian PENetrasi PASar. ..........c..ccuiiiiiiiieiininiiieiisie e 83
Tabel 4.9 Indeks Persepsi Penetrasi PaSar...........c.cceivicieeiieiieeieeieiee s esieseese e sre e enes 84
Tabel 4.10 Indeks Penilaian MUtu Produk ..ot 86
Tabel 4.11 Indeks Persepsi MUtu ProdukK..........ccc.ooiiiiiiriiieiec e ce it sra e 87
Tabel 4.12 Indeks Penilaian Mutu Layanan. ............cccoooeiviiiieie e eevessissne e 89
Tabel 4.13 Indeks Persepsi MUt Layanan...........ccoeiueieerueiieeseeneeeeseeseseeseeiesseessneseennes 90
Tabel 4.14 Perbandingan Model CFA Eksogen First Order dengan Second Order............. 93
Tabel 4.15 Uji Model Fit VVariabel Eksogen Model First Order. ............ccccoveiveiicieccreennenn. 94
Tabel 4.16 Normalitas Data Variabel EKSOQEN. ........ccceiivieiiiiiiciic e 95
Tabel 4.17 Loading Factor Variabel EKSOQEN. ...........cooveiiiiiiiiiiiice e 96

Xii



Tabel 4.18. Loading Factor Variabel EKSOQEN. ..........ccoiiiiiiiiienie e 99
Tabel 4.19. Uji Measuremet Model Validitas dan Reliabilitas Kontruk Eksogen. ............ 100
Tabel 4.20. Perbandingan Model CFA Endogen First Order dengan Second Order. ....... 103
Tabel 4.21. Uji Model Fit Variabel ENdOQgEN. ...oovveiiiiiiiee e st 103
Tabel 4.22. Normalitas Data Variabel ENQOQEN. ......cc..oovveiiiiieiiiieee et sieae e 104
Tabel 4.22. Loading Factor Variabel ENdogen. ..........cccoiiiiniiiiiiiiiceccc st 106
Tabel 4.23. Loading Factor Variabel EKSOGEN. .........c.coooiiiiiiiiiceien it 109
Tabel 4.24. Uji Measuremet Model Validitas dan Reliabilitas Kontruk Eksogen. ............ 110
Tabel 4.25. Uji Normalitas Data-Full Structural Equating Model. .................c.covernnenn.. 112
Tabel 4.26. Univariate Outliers-Full Structural Equating Model...........cccoco o, 114
Tabel 4.27. Multivariate Outliers-Full Structural Equating Model. ..., 115
Tabel 4.28. Matriks Korelasi Antar Variabel Laten............cccooiieiiinennincieic e 116
Tabel 4.29. Uji Model Fit Full Structural Equating Model. ............ccccovevveiiiiieiieie e, 118
Tabel 4.30. Hipotesis Pengaruh LanNgSUNQ. .........veiieriieeiiiieiie e eiee e srae e seesre e see e 120
Tabel 5.1 . Ringkasan Hasil Uji Hipotesis Penelitian..............cccccooviiieiieiicieiiic e, 137
Tabel 5. 2 IMPIKAST TEOTELIS. ......iiuerieariesteesueaeesreesteansesneesseassesseesseeneesseesseessesseesseensesnesssens 146
Tabel 5. 3 Implikasi Manajerial............cocoiiiiiiii s 149
Tabel 5.4 Keterbatasan PeNEITIAN. .......c..oeiueiiiiiiiiir it sbenne e 152
Tabel 5.5 Agenda Penelitian Mendatang............cccooiiiriiiiininieeee st 154

Xiii



DAFTAR GAMBAR

Gambar 2.1. Elemen Konsep Mutu Layanan. ..............ccecveieaiuesieinnesneseeseesessseseessesseens 19
Gambar 2.2 Elemen Konsep PENELrasi PaSar. ......ccciiueiieieieeiieeieiiaesieneesiaesseeeessesnsassaesnens 24
Gambar 2.3. Elemen Konsep Kinerja PEMasaran..............covueieeriecreeiueeessieesesseesseseeseesses 28
Gambar 2. 4 Elemen Konsep MUtU Produk .........c.coeeieeieiieeieiiieseeiee e eiie e ss e 33
Gambar 2. 5 Elemen Konsep In0vasi Produk .............c.ccciiieiiiic i sieen 38
Gambar 2. 6 MOl PENEIITIAN. ... ittt et an 43
Gambar 3. 1 Outline Metode PENelitian. .............cccoeveiiiiiiiisiiesieie st 50
Gambar 3. 2 Proses PENEIITIAN. ......ccoiiiiiiiieiei ittt 51
Gambar 4.1. Alur Penulisan ANaliSiS Data. .........ccoiueeiieereereiiiinieniiisieeesie e 71
Gambar 4.2 CFA Konstruk EKS0gen First Order. .........cocooeieiiiine s 92
Gambar 4.3 CFA Konstruk Eksogen Second Order..............ovuiiiirieaiueeneenenenieseseseeeens 93
Gambar 4.4 CFA Konstruk Eksogen First Order REVISI...........ccoovieeieriieneniiieceeees 98
Gambar 4.5 CFA Konstruk Endogen First Order. ..........cocooiiiiiiieiiiiiene e 102
Gambar 4.6 CFA Konstruk Endogen Second OFder. ..........ccoceieierininiieienene s 102
Gambar 4.7. CFA Konstruk Endogen First Order............cooviiiriiieiiiene s 107
Gambar 4.8. Uji Full Structural Equating Model. .............coooiiiiiiii e, 119
Gambar 5.1 Alur Penulisan KeSImpulan. .............cooiiiieeeee st 130
Gambar 5.2 .Alur Strategi : Peningkatan Kinerja Pemasaran. ..............cccccccovveveiiieinennns 142

XV



