Semarahg September 2011
Penulis

Tara Xenia Bianca
NIM. C2A309007

DAFTAR ISI

Halaman JUdUl ...........oeeiii e i
Persetujuan SKIPSI. ... ..o i
Pengesahan Kelulusan SKripsSi.........coooiiiii i ii
Pernyataan Orisinalitas SKIiPSi............ e eeeeriiiiiiiiiiiiiiieieeieeeeee \Y
Motto dan Persembahan...................oi e ciiee e v
ADSTIFTAKSI .o Vi
ADSIIAC ...ttt e e e e e nns Vi
Kata PeNQANTar...........ccuviiiiiiiiiiiee s cmeee veveeeveniainenenenenesnnennnnnennnnne iii v
Daftar Tabel .........oouiiiiiiiiiei e X..
Daftar GamDBDAr ........oooiiiiiiiiiie e LXi

Daftar Lampiran .........oooooiiiiiiiiiiiee et ixi



BAB | PENDAHULUAN

O TP RPPPTTPTRUPPPPTPIN Latar
Belakang Masalah ... 1
TP RPPPPTPTRRUPPRPRPIN Rumusan
MASAIAN ... e 11
R PP UPPPPTPTRUPPPPTPIN Tujuan
PENEIILIAN ...t e aea e e 13
TS UPPPPPPRRRTUPPPRTPIN Manfaat
PENEIILIAN ...t e aea e e 14

BAB Il TINJAUAN PUSTAKA

2. L e Jasa
................................................................................................. 15
2. L L Pengertian
JASA .. e 15
2. L2 s Karakteristik
JASA . e 16
2. L B s Klasifikasi
JASA . e 17
2.0 s Kualitas Jasa
........................................................................................ 20
2 e Variable
Penelitian...... ..o s 23
2.2.1 VariableTangible(Bukti FiSiK) .............iiiiiinn cevvneen. . 42
2.2.2 VariableReliability (Keandalan) ... cevineanennn. 25
2.2.3 VariableResponsivenegBaya Tanggap) ........cceee ceveneennnen. 26
2.2.4 VariableAssurancgJaminan) .........ccccceeeeeiiiiiiiiiins cieeinaennnnn 27

2.2.5 VariablEEmphaty(Perhatian) .................ccccccs ol 28.
2.2.6 Minat Beli Ulang.........cooeeiiiiiiee 31



A TP PPPPTRPPRPPPRPPIN Hubungan
Antar Variable Penelitian

2.3.1Tangibledengan minat menginap ulang................ ....... 34
2.3.2Reliability dengan minat menginap ulang.............. ......... 6 3
2.3.3Responsivenesengan minat menginap ulang................ 38
2.3.4Assurancalengan minat menginap ulang ..........cccccceeeeee. 40
2.3.5Emphatydengan minat menginap ulang...........c.... ......41..
2.3.6 Variable Minat beliulang.............c.ccooii 43
24 s Penelitian
TerdahUIU . .....eee e s e 44
2 D - Kerangka
Pemikiran TeONtIS........cccuviiiiiiiee e e e 46
2 B e Hipotesis
............................................................................................... 47

BAB Il METODE PENELITIAN

3.1 Va
riabel Penelitian dan Definisi Operasional
L L Variabel
Penelitian........c.oviiiiiiiiee e e e 47
3L Definisi
OPErasional. ...........uuuuuiuiiiiiiiiiiiiiiie i e 48
3L Pengukuran
Variable. ... 51
K F PSP PPPPTRPPRPPPPPPTN Populasi dan
Sampel
3.2 APO0OPUIAST .. 52
3.2.258MPEI e 53
3.3 Jenisdan Sumber Data ............coevii i 54

3.4 Metode Pengumpulan Data ............ccoveiiiiiiiiiiiiiii e 56



B Metode

Analisis Data

dan Pembahasan
O 7 T Analisis
Dekripsi Variable

= Tt R URPPPPPT Analisis
Kualitatif .......ooooiii e e 57
3.0 Analisis
KUuantitatif ...........ccooooi e ceeeeenes 57
3 D Uji Validitas
dan Reliabilitas............ccoveieiiiiiiii e e 58
3 5 Uji  Asumsi
KIGSTK. vttt e e e 60
3.0 D Analisis
Regresi Berganda .......cccccvvvviiiiiiiicceeeneeees e 63
3 5B Koefisien
Determinasi (B) ......cooveveeeeeeeeeeeeeeeeee oo e eeen e s 64
B D T - Uji Hipotesis
(Uji = fdan Uji =) .eeeeeeiiieceee e e 65
BAB IV HASIL DAN PEMBAHASAN
AL e Gambaran
Umum Perusahaan
AL Lor In
Business Hotels Resorts & Spa Solo .......cccceee oo 67
B2 e Gambaran
Umum Responden
B2 Deskripsi
ReSPONAEN ... 69
B3 s Analisis Data



1. VariableTangible(Bukti FisiK) ............ccccoovivennnnn. 74
2. VariableReliability (Keandalan) ........................... 75
3. VariableResponsivenegBaya Tanggap) ............... 77
4. VariableAssurancgJaminan) ...........c.ccoevveiiinnnnnn 78
5. VariableEmphaty(Perhatian) .......................... 79
6. Variable Minat Menginap Ulang..... ..............ocoei. 80
4.4 Uji Validitas dan Reliabilitas

4.4.1 Uji Validitas ..oocoviriiie e e
81

4.4.2 Uji Reliabilitas ......ccooiiiiiiiii i
83

4.4.3 Uji Asumsi Klasik .....ccooeiiiiiiiiiii i
84

4.4.4 Analisis Regresi Berganda ............ccccooviiiiiiiiiiiiiiinn,
88

4.4.5 Pengujian HIPOteSIS .......oviiiiiiiiiiiiiiiie i .
90

4.4.6 Koefisien Determinasi B ........coccvvviiieeiieiiiiiiiieiini,
94

4.4.7 Pembahasan .......coooiiiiiii e
95

BAB V PENUTUP

S0t R TP PPPPTRPPSPPPRPPPN Kesimpulan ..
.............................................................................................. 100
D e Saran
...................................................................... 102
Daftar PUSTAKA ... e e e e e e s 105

Lampiran — [ampiran .......oooooiio e e 107



