DAFTAR ISI

PERSETUJUAN SKRIPSI ..c..oiiiiiiiiieiieieeeeee ettt il
PENGESAHAN KELULUSAN UJTAN ...ttt il
PERNYATAAN ORISINALITAS SKRIPSI.....cooiiiieiiiniiienieneeeneseeeeeee v
MOTTO DAN PERSEMBAHAN .....ccoooiiiiiiiie ettt v
ABSTRACT ...........d0.... SE. .0 ......... D ..... Q..o vi
ABSTRAK.... 4. €2 ...l ........ EF 2. B ............ vii
KATA PENGANTAR ... eeeiitiestee e teste e tesntesbee e eeeeshasnsesttanseensasstensesnsesseens viii
DAFTAR GAMBAR ...ttt ettt XV
DAFTARTADEIE......4.. S0 AR 7 0. "SR ... . Y W ... XVi
DAFTAR LAMPIRAN. t. it ettt it e bunen e fonnant s oo epos@@Bhe e huhe Xvii
BAB I PENDAHULUAN .. ciueccteetieeeosen b fonesns e sussibenne sadbonsenveensesansiiiaeeneeonathies 1
1.1 Latar Belakang Masalah............ccc.cccoooiiiiiiniie e e 1
1.2 Rumusan Masalah ...............cooiiiiiiiiie e 5
1.2.1 Kesenjangan Penelitian .............cocoeieviiiiniiiniiiniinieneeiceeceeec s 5
1.2.2 Masalah Penelitian ...........ccocoooiiiiiiiiiiiee e 7

1.3 Tujuan Penelitian .......ccccooueoiiiiieiiiiiiinieectste st 9
1.4 Kegunaan Penelitian.........cco.cooiiiiiniiniiniiiiiiiininteiccccceee e 10
1.5 Sistematika Penelitian .............cooiiiiiiiiiiiiiniiee e 11
BAB II TINJAUAN PUSTAKA ..ttt st 13
2.1 Landasan Teori untuk Menyelesaikan Masalah..............cccccoeeiieniennnnnn. 13
2.1.1 Service Dominant LOZIC TREOIY..........c..ccceuveriieeareeeecieeeeieeeeieeenneens 13

2.2 Penelitian Terdahulu.............ccocoiiiiiiiiiniieceiieneee e 16
2.3 Pengembangan Variabel ..........ccccoeoiveviiiiiiiiiiniecie e 20
23.1 SSViCe @R B....... BN... 0. BN BN BTN BB WS 20
232 Brand IMAZe.................cccoeiviecieeiieiieeeiiesseseee e eeste ettt st 22
2.3.3 Product INVOIVEMENL ..........c.ccccueeiiiiiiiiiiiiieieeeeteee e 24
2.3.4 PUFchaSe DeCISION...........cc.coveeeeieiiiieiisiesieeeeeeee et 26

2.4 Pengaruh Antar Variabel...........coocveiiiiiiiiniiiiieeeeee e 28
2.4.1 Hubungan antara Service Quality dan Brand Image............................ 28
2.4.2 Hubungan antara Brand Image dan Product Involvement ................... 29

Xii



2.4.3 Hubungan antara Brand Image dan Purchase Decision ...................... 30

2.4.4 Hubungan antara Product Involvement dan Purchase Decision .......... 31
2.5 Kerangka Pemikiran.........cccoooieriiieniiniiieniieeieeiieceeeiee e 32
B I = §10101 <3 USSR 33

BAB IIIl METODE PENELITIAN ....ocooiioiiie it 35
3.1 Variabel Penelitian dan Definisi Operasional Variabel............................. 35

3.1.1 Variabel Penelitian ........cccoooueeiiiiiiiiiiiieiice it 35

3.1.1.1 Variabel Bebas (Independent Variable)...........ccoocoecvciueeeenneenneennnnne. 35

3.1.1.2 Variabel Terikat (Dependent Variable).................ccooeeecieioueenreannnnnne. 35

3.1.1.3 Variabel Mediasi (Intervening Variable)...............cccccoooueiieniunnnnnnnne. 36

3.1.2 Definisi Operasional Variabel ...........ccccoooiiiiiiiiiiiiniieniiiiee e, 36
3.2 Populasi dan Sampel ........ccc.cooieiiiiiiiiiiiii e 39

B.2.1 Papylas. S S S .. 1 1Y D i Y. ... ... . 39

B12.2 Sampel V. ... BL.... TN ... . 39
3.3 Jenis dan Sumber Data ..........cccoiiiiiiiiiiiiiiiii e 40

.1 Jenis Datged e Sy et —— . .............. ... 40

383.2 Sumber Data ... B . o . L e 40
3.4 Metode Pengumpulan Data .......ccoceeiiiiiiiiiiiiiiicceceee e 41

3.4.1 Studi Kepustakaan.........ccceevieiviierioie ittt 41

342 KUCSIONET ....cueiiieuieniiestiete et tenae st stte st eateeaeenteeaeesetenbeeseeeaatnbeeneenanenee 41
3.5 Uji Kelayakan KUESIONET .........ccoriiieiiiieeiiieeiieeeiie et 42

351 U Qliditas g B e o e B R e 42

3.5.2 Uji Rdliabilitas "= AW S PR . A R0 . . ... 43
3.6 Teknik Analisis Data.......cccoiiiiiiiiimiiiiiiieiiienie e 44

3.6.1 Pendefinisian Konstruk Individual..........cc.ovvenenniirieniivenienccnennene. 45

3.6.2 Pengembangan Model Pengukuran Secara Keseluruhan..................... 45

3.6.3 Perancangan Studi untuk Menghasilkan Hasil Empiris....................... 46

3.6.4 Penilaian Validitas Model Pengukuran .............cccoceeviiiiiieniiiniienene, 46

3.6.5 Penentuan Tahap Model Struktural ............ccooovieviiiiniiiiiee e 50

3.6.6 Penilaian Validitas Model Struktural .............ccocooviniiniiiiniiniienne 51

BAB IV HASIL DAN ANALISIS ..ot 52

xiil



4.1 Deskripsi Objek Penelitian...........ccoeveeviieniieiiienieeiierie e 52

4.1.1 Deskripsi Umum Objek Penelitian...........ccccevereviienieeiiienieeieenieeiene 52
4.1.2 Deskripsi Umum Responden ..........cccoecvveeeiiiiniiieniieeciee e 53

4.2 Uji Instrumen Data ...........cocviiiiiiieeeiiieeciie e e 57
4.2.1 Uji Validitas......cc.veeeiiiiiaiiie e sitssse e eeveeesreeeeveeeseaeeeaveessaeesnnneas 57
4.2.2 Uji REHADIIIAS touvveivieiiieeiieciieeie ettt ettt ebeens 59

4.3 Uji Confirmatory Factor Analysis (CFA)..cccccooueeeeeiiiiiiieeeieeeie e, 60
4.3.1 Konstruk Variabel EKSOZen........cooeeviiiiiiiiiiiiiiiiiiiieeccece 61
4.3.2 Konstruk Variabel ENdogen .............coccoiiueiiiiniieiiciiiieieeccee e 62

4.4 Hasil Uji HIPOTESIS uverurrerriierieiieeireerieieeeniteesseeneeeeseessteensssnnseessassssesnseens 65
4.4.1 Diagram Alur (Path diagramy) ..........cccccc..ccoeveiueeneesceeiiineeiiseceesise e 65
4.4.2 Konversi Diagram Alur ke dalam Persamaan Struktural..................... 65
4.4.3 Input Matriks dan Estimasi Model.........cccoccueriiiniiiiiieiieiiii e, 66

4.58 Uji Hipotes S - .. JRL .. . TS e . ... ... 70
4.5.1 Hasil Ujl HIPOLESIS ...cuveeeurieiierieieiiietieiiiesitesieeeieesieeeieesieeeiee e sneans 70
4.5.2 Analisis Direct, Indirect, dan Total Effect .............ccccoocvevevaennciannn. 77
BAB V PENUTUP ... fieitisen s etrs st asutene e stesnsasats s eeseensesaeesseessesssensesdasheenne 81
5.1 KeSIMPUIAN.....ciiiiii et s e en 81
5.2 TMPIKAST TEOTIEIS ..uveeieeeueeaariesieseresensiesaeesssassneassneenseesseesseeesseesssesnssesseeanne 83
5.3 Implikasi Manajerial......c.cccveeciieiieeiiienieiiieenieeee et ebe e 85
5.4 Keterbatasan Penelitian ...........ccoociiiiiiiiiiiiiiiiee e 87
5.5 Saran untuk Penelitian Mendatang............ccoocieeiieeniiniiienieiiieie e 87
DAFTAR PUSTEKA . S S WS 50 B0 B 3 9. . . W ... 89
LAMPIRAN......cooveee oo OO 95

Xiv



