DAFTAR ISI

JUDUL L.ttt ettt e e e e s e e nnnee e i
PERSETUJUAN SKRIPST .....oiiiiiiiiiiiiiiiiesees it il
PENGESAHAN KELULUSAN UJTAN ....ooiiiiiiiiiiiiiesin e il
PERNYATAAN ORISINALITAS SKRIPSI......cooiiiiiiiiiiiiiniiie e v
MOTTO DAN PERSEMBAHAN ..ottt it sine e v
ABSTRACT . &¥'... £33 . °F.... . ASNmmen. . ... T84 . ... vi
ABSTRAKS.... £2..N. ... 000 A N ... €Y . ... vii
KATA PENGANTAR.......ccceeiiie ittt et as e nta e naeseneesaneee e viii
DAFTAR TADN..... oS B B ... [0 . ON AN, S _ W Xiv
DAFTAR GAMBAR L. i cii ettt e aafeeaneeeesannes sir e b neeeesntfessneeeesaenntaees XV
DAFTAR LAMPIRAN ....cooiiiiiiiiiiiin it st st enssiannee e XVvi
BAB I PENDAHULUAN ....cooiiiiiiiaiit st asib e na e 1
1.1 atar Belakarignmm. ... od S0 .\..... @7 g ................ . N...... 1
1.2 Rumusan Masalah..........cccociiiiiiiniiiiiii i i 16
1.3 Tujuan dan Kegunaan Penelitian ..............coovvvvvee i 17
1.4 Sistematika PenuliSan .............cccivuiiniiiiiiii i 18
BAB II TINJAUAN PUSTAKA.. .. ..ottt et 19
2.1 Lan@@san Teori ...... Ngiadt 30 Y0. TR . BV BN R GOOWP.................. 2. .......... 19
2.1.1 Teori Corporate Image and Reputation ................ccceeciveeevveeennnen. 19

2.1.2  Citra Perusahaan ...........cccccoiiiiiiiiiiiiiic i 22

2.1.3  Kepuasan pelang@an...........ccoccueeieeiiiieieiiniieeeesiiieneesnnneee e 26

2.1.4 Loyalitas MEereK..........c.ccouiriiiiiiiiiiaiiiiiie sttt snne e e 29

2.2 Penelitian Terdahulu ... 35
2.3 Hubungan antar Variabel...........ccc.oiiiiiiiiiiiin i 37
2.3.1 Pengaruh Citra Perusahaan terhadap Kepuasan Pelanggan........... 37

2.3.2 Pengaruh Kepuasan Pelanggan terhadap Loyalitas Merek ........... 38

2.3.3 Pengaruh Citra Perusahaan terhadap Loyalitas Merek ................. 40

2.4 Kerangka PemiKiran ...........coooiiiiiioiiiiiiieiiiiicceiee e 41
2.5 HIPOTESIS ...ttt 42
BAB III METODE PENELITIAN ..ottt 43
3.1 Variabel Penelitian serta Definisi Operasional Variabel ................ccccocc. 43

xi



3.1.1  Variabel PenelItian ......oeeeeeeeee oottt e e aeea 43

3.1.2  Definisi Operasional Variabel...........c.cccocoiiiiiiiiiiiiiciiccinn 44

3.2 Populasi dan Sampel.........cocoiiiiiiiiiiiiiiicii e 45
3.2.1 POPUIAST ..eiiiiiiciecce e 45
3.2.2 0 SAMPEL...iiiiiiiiiiiee sttt 46
3.2.3 Teknik Sampling dan Penentuan Jumlah Sampel ......................... 46

3.3 Jenis dan Sumber Data......c....cciviiiiiii i 48
3.3.1 DatgPrimog,. BB oo R s 48
3.3.2 Data SEKUNAET........cciiiiiiiiiiiiiiee it s st eireee e 48
3.3.3 Data Kuantitatif...........ccooeiiinniiieniiiin i 49

3.4 Metode Pengumpulan Data ..........cooooiiiiiiiiiiiiiiiniieiiiaee i 49
] olte Litdrallir-. g . J A% A " B..... #8 W...... 49

3.5 Uji Validitas dan Reliabilitas Data.............coceeviiiiiniiiiiiiiiiie e 50
3. 5nbag 71 Vlhlo S S .. | Y. Y il S ........ 0. ... . B 50
3.5.2%%U;i RGEGERN RS | 1).... " . .................. ... 51

3.6 Metode ANALISA ... .uviiiiiiiieieeiiiiie et et 52
3.6.1 Evaluasi Measurement (Outer) Model atau Model Pengukuran ... 55
3.6.2 Structural (Inner) Model atau Model Struktural ........................... 56
BAB IV HASIL DAN ANALISIS ... ..ot 59
4.1 Deskripsi Objek Penelitian........uueeeuiviiiiiiiiiniiiiee it sssiineeeeens 59
4.1.1 Deskripsi Umum Objek Penelitian ..............ccccvvvvvieeeiiiiiiiiinnnnnnnn. 59
4.1.2 Deskripsi Umum Responden ........ccccceereerniiiiiiiiiiiiien i 61

4.2 Hasil ANalisis Data .........c.eeeeiiiiiiiiiiiiicc e 67
4.2.1 Uji Outer MOdel.....ccc..conviieaniiie it 67
422 URinnerVodci Wy S| FR QW "7 .. N ... 71
4.2.3  Uji Hipotesis (Direct Effect) ......cociiioiaiiiiiiiiiiiiiiiieiiiiie e 74

4.3 Pembahasan ........cccuuriiiiiiiiiie e 76
4.3.1 Pengaruh Citra Perusahaan Terhadap Kepuasan Pelanggan.......... 76
4.3.2° Pengaruh Kepuasan Pelanggan Terhadap Loyalitas Merek .......... 78
4.3.3 Pengaruh Citra Perusahaan Terhadap Loyalitas Merek ................ 79
BAB V PENUTUP ..ottt 81
5.1 Kesimpulan Penelitian ............ccooiiiiiiiiiiiiiieiiiccee e 81
S.2 SATAN ettt e e 82
5.2.1 Tmplikasi TEOTIEES ..ouvvvreeiiiiiiieeiiiiie e e 82

xii



5.2.2 Implikasi Manajerial ...........cccoeeeiiiiiiieiiiiiice e 83

5.3 Keterbatasan dan Saran untuk Penelitian Mendatang...............cccoccuveeeennns 84
DAFTAR PUSTAKA ...ttt 86

FEB UNDIP



