TABLE OF CONTENT

THESIS APPROVAL ..c..ootiiiiieeeeee ettt il
APPROVAL OF EXAMINATION PASSAGE .....ccooiiiiiiiiieeeeeeee il
DECLARATION OF ORIGINALITY .oottiiiiieiieieniereeeeee e v
IMOTTOS . ettt et sttt et e bt et st e sbe e bt et e eaeenaes v
ABSTRAK ...ttt ettt ettt et ene e vi
ABSTRACT ...ttt sttt et e saesseenseenaesseeseense e vii
ACKNOWLEDGEMENT ......ooiiiiiiieieeetee ettt viii
TABLE OF CONTENT ..ottt X
LIST OF TABLE ..ottt sttt ettt st ettt Xiii
LIST OF IMAGES ...ttt ettt Xiv
LIST OF APPENDIXES ... ottt iiieeiteeieeeie sttt et XV
CHAPTER 1 INTRODUCTION ...cciiiiiiiiiiiiintentienee ittt 1
1.1 BACKZIOUNA ......oiiiiiiiicbeetieeie ettt ette st e sate e et e smaeeaeeenseensaesnsaennneesseensnas 1
1.2 Research Problem...... ..ot e 9
1.3 Research ODJECtIVE .........cciiiuimmieiiiiieni ettt 12
1.4 Research ContribUtION ........ceouieiiiiieitieriene et 13
1.4.1 Theoritical and Academic Contribution...........cccceeeeveenieeiieenieeniieneene 13
1.4.2 Practical ContribUtION ..iiiuueereeeeeeeeesiisiieieie ettt 13

1.5 ThesiS SYStEMALIC .....ceueriveeniineeuiersienieeiieete st st csstenseeeesseesessesseensesnsesseenses 13
CHAPTER 2 LITERATURE REVIEW ....cccoooiiiiiiiiieeeeeceeee e 15
2.1 Grand TREOTY ......coiiiuiiiiriieeee ettt 15
2.1.1 The Signaling and Trust Theory ........cccoceeveeiinienenieniiieiceeeeene 15
2.1.2 Expectation Confirmation Theory (ECT) .....cccoevviiieviiiiniiieiieeee 16
2.1.3 Comparison Level Theory .......ccccoevviieeiiiieiiieciieecee e 18

2.2 Theoretical Background ...........ccccveeiiieeiiiiieiiiecece e 19
2.2.1 Customer LOyalty ......ccccvviiiiiiiiieeiiecee ettt 19
2.2.2 SAtISTACHION. ....eeiitiiiiie e 21
2.2.3 Product QUAlILY .....ccvveeiiieeiie ettt et 23

2.3 Previous 1€S€arCh.......coiiiiiiiiii i 25



2.4 Hypothesis Development .............cccueeriieiiieniieniieiieeie et 31

2.4.1 Product with Customer Satisfaction ............ccccevveveriieniineniienienienene 31
2.4.2 Product Quality with Customer Loyalty..........cccceeviiriiienieniiiiieee, 33
2.4.3 Customer Satisfaction with Customer Loyality...........cceevevvieirennnnnne. 34
2.4.4 Satisfaction Mediating Customer Loyalty .........cceoveriienienieiniiennnnne 35
CHAPTER 3 RESEARCH METHODOLOGY ...ccoooitiiiiiiienienieeieeeeseeieene 38
3.1 Research Variables and Operational Definitions of Variables..................... 38
3.1.1 Research Variables ..........ccooouieiiiiiiiiieiieeeee e 38
3.1.2 Operational Variables............cccueiiiiiieiiiiiieeieeie e 40

3.2 Population and Sample.........coeviieiiiiiiiiieiiieieeee e 40
3.2.1 POPUIAtION ...ttt e 40
3.22 Sample ..cccveeveeeeeo e @Y sl o 9 N o eovveernreenteninnesneerseeeseennns 41

3.3 Data Types and SOUICES ......ceoveritereeriinmienteeiisitineiaeeeeeeieenieereneeenreeeesaeennes 42
3.4 Data Collection TEChNIQUE ......ccoveiiieriieiie it eiieiee ettt 43
3.5 Validity and Reliability TeStING ......cc..cooiviiriiniiniiieiineeeeeeeeeceee 44
3.5.1 Validity TEST cuveeneeieiiisieesieeiiieeieresiteenn e ebaeeteeeereesbeeeteesaeeenseenseeensaenaneenne 44
3.5.2 Rel1ability TSt .....cccuviieiieeiiiies ittt 44
3.5.3 Inner MOdEl.....ooueiiiiiii it 45
CHAPTER 4 FINDING AND DISCUSSION .....cooiiiiiiiiiieienieneeeeee e 47
4.1 Respondent Identity of the Study ..., 47
4.1.1 DescCriptive ANALYSIS weieeiueiineiiiiiiieeiiieeiieeeeieeeieeeeieeesreeeeveeeseveeennaeeens 55

4.2 Data ANALYSIS...ueeeiiieiiiieeiieeeiieeeiteeetee et e et e et e et e e e e e e nbeeeaeees 60
4.3 Hypothesis TEStING .......eevuiiieiiieiiie ettt e 67
4.4 Mediation TESTING ......c.eevruiieriieeiiieeeiteeriee et e ereeeaeeeeaeeesreeesnaeeenaeeeneees 72
4.5 DISCUSSION «.euviiriieniieiteeieete et sttt sie et sttt ettt sbeete st e sbe e beeatesbeeeesane e 72
CHAPTER 5 CONCLUSION ......cctiitiiiniteieeienteieeeeteie ettt 75
5.1 CONCIUSION ...ttt ettt 75
5.2 Theoritical IMPlCAtION ........ccueeriiiiieeiieiieeieee e 76
5.3 Managerial ImpliCation ...........cccoeviieeiieiieiiieie e 77
5.4 LIMITALIONS. ¢c.vteutiiiteiieie ettt sttt ettt ettt 78
5.5 Suggestion for Future Research............ccccoooiviiiiiiiiniiiiieeeeeeee 78

Xi



RETCTENCES .o

Appendix

FEB UNDIP

xii



