HALAMAN JUDUL ..........ccoe..

PERSETUJUAN SKRIPSI ...........

DAFTAR ISl

PENGESAHAN KELULUSAN UJIAN ..ot

PERNYATAAN ORISINALITAS SKRIPSI .....ccooiiiiiiiiiiicie

MOTTO DAN PERSEMBAHAN

ABSTRAK ..o
ABSTRACT ..o
KATA PENGANTAR ...
DAFTARISI ..o
DAFTAR TABEL .....ccccccoiiiie

DAFTAR GAMBAR .......ccccovenne

BAB |

PENDAHULUAN .......cccoovnnenn.

1.1 Latar Belakang Masalah ............ccccooiiiiiiiiiiieee,

1.2 Rumusan Masalah ......

1.3 Tujuan dan Kegunaan Penelitian ..........cccccovvereniienininicee,

1.4 Sistematika Penulisan

Vi
vii

viii

Xiii

XV

10

11

Halaman



TINJAUAN PUSTAKA s

2.1 LaNdaSanTEOM ..cc.ecueereeieieieiiesie sttt
2.1.1. PEMASAran JASA ......cccceererreieiiieiieeniee e siee e
2.1.2. Kualitas Pelayanan .........cccccccovviiiiiiieiie e
2.1.3. Kepuasan KONSUMEN ........ccccvvieiieiiinieneene e

2.1.4. Hubungan Logis Antar Variabel dan perumusan

RIPOTESHS ..
2.2 Penelitian Terdahulu ..o,
2.3 Kerangka PEMIKITAN ......ccociiiiiiiiiiieecee e,

BAB Il
METODE PENELITIAN ....ooiii e
3.1 Variabel Penelitian dan Definisi Operasional Variabel ..............
3.1.1 Variabel Dependen (Y) ..c.ccccvveremienenenineseseeeee e,
3.1.2 Variabel Independen ..........cccooveviiiiiiiie e

3.1.3 Definisi Operasional

3.2 Objek Penelitian .......ccocveiiiiiieiic s
3.3 Populasi dan Sampel ...,
3.4.JENIS DALA ...
3.5 Metode Pengumpulan Data ..........ccoveveieieieienieseeceeee,
3.6.Metode ANALISIS .....ccciviiiiieiiee e
3.6.1 Analisis Data Kuantitatif .............cccccoooniiiiniiceen,

BAB IV
HASIL DAN PEMBAHASAN ...
4.1 Deskripsi Objek Penelitian ..........ccccovevevieeieiiesiiese e
4.1.1 Gambaran Umum Responden ............ccoevvviveiennenne,

Xi

13
13
13
17

22

30
37

40

42
42
42

42

45
45
46
46
47

47

54
54

54



4.2 ANALISIS DAL .....oviiviiiiiiiiicec e
4.2.1 Uji Validitas dan Reliabilitas............cccccocvevvvieiieieniecece e
4.3 Analisis Deskripsi variabel..............ccccoeviiiiiiciiicce e,
4.3.1 Deskripsi Variabel Bukti Fisik (TANGIBLES / (X1) ..
4.3.2 Variabel Kehandalan (RELIABILITY / (X2)...............
4.3.3 Variabel Daya Tanggap (RESPONSIVENESS / (X3) .
4.3.4 Variabel Jaminan (ASSURANCE / (X4).....c.cccccvveeuene.
4.3.5 Variabel Empati (EMPHATY / (X5) ..ccocoovviiiiiiiienn,
4.4 Uji Pengujian Asumsi KIaSiK..........ccccoveiiveriiiiiiieiecce e
4.4.1 UjJi NOrMAlitas ......c.coerveiiiiiiiieieeese e
4.4.2 Uji Multikolinearitas ..........cccooevvvevvenesie e,
4.4.3 Uji HeteroskedastiSitas.........cccceeveevieiiieiie e

A5 PeMBANASAN. ... s

BAB V

PENUTUP ...ttt
5.1 KeSIMPUIAN ..o
D.2 SATAN ..ottt
5.3 Implikasi Manajerial ............ccoooviiiiiiniee s
5.4 Rekomendasi Penelitian .............ccoeovveiiiinineiseseceseees e

DAFTAR PUSTAKA

LAMPIRAN - LAMPIRAN

xii

63
64
65
66
67
68
68
70
71

78

87
87
87
88



