DAFTAR ISl

Halaman
HALAMAN JUDUL .....ooiiiiiiiiiiiiisiieee et e i
HALAMAN PERSETUJIUAN . .....cootiiiiieee s i
HALAMAN PENGESAHAN KELULUSAN UJIAN .....ccccoooiiiiiniiiniee, ii
PERNYATAAN ORISINALITAS SKRIPSI ..ot iv
MOTTO DAN PERSEMBAHAN .......cooiieeece e vV
ABSTRAK .ottt anes vi
ABSTRACT ..ttt te et et tenrenreereeneas vii
KATA PENGHANTAR ..ottt viii
DAFTAR TABEL......oot tiiieieie et Xiv
DAFTAR GAMBAR ....ociit et XV
DAFTAR LAMPIRAN. ..ot ittt XVi
BAB 1  PENDAHULUAN ..ottt 1
1.1 Latar Belakang Masalah..............ccccccovevevieinciciiccece e, 1
1.2 Rumusan Masalah ..........cccooevieiiiieniin e 16
1.3 Tujuan dan Kegunaan Penelitian ............ccccoveveiiieieiiecnenne. 18
1.4 Manfaat Penelitian .........ccccccovieiiiieniie e 19
1.5 Sistematika Penulisan .........cccccvcevininiiniinieienece e 20
BAB Il TELAAH PUSTAKA ...ttt 21
2.1 Landasan TeOM ....cccucererieieieieiie sttt 21
2.1.1 Kepuasan dan Loyalitas..........cccoovreienenerenencnnnn 21
2.1.2 Brand Loyalty ........ccccooveieiiiiicceee e 23
2.1.3 Brand SWItChINg .......ccooceiiiiiiiiiieieeee e 26
2.1.4 Ketidakpuasan KOnSUMEN .........cccceveivievveriesieseennnns 27
2.1.5 Persepsi Harga .......cccocevereneniienieieesese s 28
2.1.6 Kebutuhan Mencari Variasi.........cccoceeeerereieniesennne 31
2.2 Penelitian Terdahulu ...........coooveiiiiiiceee e 33
2.3 Kerangka PemiKiran..........cccoovveveieeiieve e 35
2.4 HIPOTESIS. ...eoveineiieite st 36
BAB 111 METODE PENELITIAN ....cooiiiiieceee e 37
3.1 Variabel Penelitian dan Definisi Operasional....................... 37
3.1.1 Variabel Penelitian .........ccoceviiiiiiiiiieecc e, 37
3.1.2 Definisi Operasional...........ccccoovvvinienencienencsee 38
3.2 Populasi dan Sampel ..o 41
3.2.1 POPUIAST et 41
3.2.2 SAMPEL o 42
3.3 Jenis dan SUMDEr Data .........ccccevvereerieriesieseene e 44
3.3.1 Data Primer.....cccooiiieiiiie e 44

Xi



3.3.2 Data SEKUNGET.......ccoviiiiiiiicre e

3.4 Metode Pengumpulan Data .........cccovvviiiieieieiencsee
3.5 Metode ANalisis Data ........cccceverereninininieiee e
3.5.1 UjJi Validitas.......cccooeieiiiiiiiiiieceeee s
3.5.2 Uji Reliabilitas.........ccccvvveiieiiiieiiece e
3.5.3 Uji Asumsi KIaSIK ........ccccoriiiiiiiiieeicc e
3.5.3.1 Uji Normalitas.........c.ccceevvvviveneiieieese s

3.5.3.2 Uji Multikolinieritas..........ccoovvenerenincrnnn.

3.5.3.3 Uji Heteroskedastisitas...........ccccccerververnennn.

3.5.4 Analisis Regresi Linier Berganda...........c.ccccooervnnenne.
3.5.5 Uji Goodness Of Fit........ccccoeevvevieiieiicic e
3.5.5.1 Uji Statistik t......cooveriiiiiieieeeeeene

3.5.5.2 Uji Statistik F ...

3.5.6 Uji Koefisien Determinasi...........cccceeerercrenenennnn

BAB IV HASIL DAN PEMBAHASAN.........coo ot
4.1 Deskripsi Objek Penelitian............cccccoevviveiieciicie e
4.1.1 Gambaran Umum Perusahaan.........c.cccoecvvvverviiinnnnne.
4.1.2 Gamabran Umum Responden ...........ccceeevvevecviesnnenne.

4.1.2.1 Gambaran Umum Responden Berdasarkan
Jenis Kelamin.......cocooiiiiiiinicne e

4.1.2.2 Gambaran Umum Responden Berdasarkan
UMUE e

4.1.2.3 Gambaran Umum Responden Berdasarkan
Pendidikan .........ccocoovviiiiiiiecce e

4.1.2.4 Gambaran Umum Responden Berdasarkan
PEKErjaan.........cccoeeeeieeie e
4.2 Hasil Penelitian ........ccccoovieiiiieieee e
4.2.1 Deskripsi Variabel Penelitian..............ccccccovvvvveieinenne.
4.2.2.1 Analisis Indeks Variabel Ketidakpuasan .........
4.2.2.2 Analisis Indeks Variabel Pesepsi Harga ..........

4.2.2.3 Analisis Indeks Variabel Kebutuhan

Mencari VariasSi..........ccoovevererenenenc s
4.2.2.4 Analisis Indeks Variabel Brand Switching......
4.2.2 Pengujian INStrumen.........cccoveveeveeveevece e
4.1.2.1 Uji Validitas .......ccccoovviiiiiieieec e
4.1.2.2 Uji Reliabilitas ..........ccccoevvivieiicie e
4.2.3 Uji Asumsi KIaSiK ..o
4.2.3.1 Uji Normalitas.........cccoevveiiiiiiiieiieecie e
4.2.3.2 Uji Multikolinearitas ..........cccoceverererenennnn
4.2.3.3 Uji Heteroskedastisitas.............ccoevvveeiveiinnns
4.2.4 Uji Goodness Of Fit.........ccoviiiininiiiicieene e
4.2.4.1 Uji Kelayakan Model Uji F...........ccooceveenes
4.2.4.2 Uji Koefisien Determinasi (R?)..........cc........
4.2.4.3 Model Regresi dan Pengujian Hipotesis........
4.3 Intepretasi Hasil dan Pembahasan..........c..ccccccevvivviiveinennnnn

Xii

44
45
46
46
47
47
47
48
48
48
49
49
50
50

52
52
52
54

55

56

58

59
60
60
61
63

65
67
68
68
70
71
71
76
77
79
79
80
82
87



4.3.1 Pengaruh Ketidakpuasan terhadap Kebutuhan

MENCAI VarIaST ....ccvvivieiiieieiieseee e 87
4.3.2 Pengaruh Persepsi Harga terhadap Kebutuhan
MENCAri Variasi. .....cccoveveiiieiieie e 87

4.3.3 Pengaruh Ketidakpuasan terhadap Brand Switching.. 87
4.3.4 Pengaruh Persepsi Harga terhadap Brand Switching. 88
4.3.5 Pengaruh Kebutuhan Mencari Variasi terhadap

Brand SWItChING ......c.coviiiiiiiiieiccec e 89

BAB YV PENUTUP ...t 90
5.1 SIMPUIAN oo 90

5.2 KEtEIDAtASAN ....oeee e 94

B3 SN e 95
DAFTAR PUST AK A et 100
LAMPIRAN-LAMPIRAN. ...ttt 106

xiii



