DAFTAR ISI

ABSTRAK ..ottt il
ABSTRACT ...yt et i ot o onr e Wm0t et essensnseseons v
LEMBAR PENGESAHAN SKRIPSI .....0..cccciiiiiiieeninneereesiitmnn e stane e e eneeeesvene v
PERNYATAAN ORISINALITAS ... heeecieceieeneeseeneeneeee b shnnnnns oot Mas. vi
LEMBAR PERNYATAAN PERSETUJUAN PUBLIKASI .....ccoceevvinirieninnene vii
LEMBAR PERSEMBAHAN ......cociiiiiiiiiientneeesene ettt viii
HATA PENGANT AR ..o oot e ix
DAFTARISIL... N .. e Moo S OO o ..., xi
DAFTAR GAMBAR T SN B ooovooveevnenee gl .ol ... Xiv
RAETAR TABEL ... W ... 0 el eeeeeeeo Y XV
DAFTAR LAMPIREGURSSS 0 ............... 5 . ............. E. Xvii
BAB JFPENDAHULUAN ......ccc..f8eeeieee B e neae e o 0ilans 1
1.1  Latar Belakang Penelitian..........ccccoeeeeeeiieiiieiiiniiieieeeeceeeeeeee e 1
1.2% _BeRanyaan Penelitian e . S i o ocoerreoneernocaress. S 10
1.3 JiujugigPenclitian... e W e 11
1.4 Manfaat Penelitian..........cccoooereniinieniniiniiiiicieeceeeeeecee e 11
BAB IE KAJIAN PUSTAKA . ........cocooviiieireneeeneeesesttiliee sttt el ead 13
2N, NJcori Pendukufg®. 3. SN S Bewe 8 oW ™ ... 00 X 13
2.8\ "Deskripsi Konseptual ..o .0 e 13
2.1.2  Hasil Penelitian yang Relevan ..........cccoccoeeieeiiieiieniienieeieeeeene 27

2.2 Kerangka Teori dan Pengembangan Hipotesis...........cceocereienienirnnnne. 41
22,1 Kerangka TeoritiK .......ccveviieriiieiieiieieeie e 41
2.2.2  Perumusan HipoteSiS.......cocverierieiiireiieiie et 44
BAB III METODE PENELITTAN ....ccocciiiiiiiiiiiiieireeeeeeeree e 45

Xi



3.1  Tempat dan Waktu Penelitian ...........cceceevieiiiniiniiieieeeeeeeee e 45

3.1.1  Tempat Penelitian ........ccccceevieriieriieiieieieeeeeeee e 45
3.1.2  Waktu Penelitian ........c.ccoceeviiieniiniiniinieiinceeecceeeneeeeeene 45
3.2 Desain Penelitian.......c..cccooeviiiniiiienienieiiiiicinecieeeeeeecee e 45
3.2, 1  Metgemm et e e eeesenneens 45
3.2.2  Konstelasi Pengaruh Antar Variabel.........c.cccocooiivieniiieniinienennn. 46
3.3 Populasi dan Sampel .........ccooviiiiiiiiiiniie e 47
381 Populasi....ccccorverroee e B & .ooooieeniinennnrineenessnesaresessansness By o Y 47
3.3.2 Sampel......ccoocreenee I B eeesresaeeaeenasanaes 47
3.4  Teknik Pengumpulan Data .........cccoccoiiiiiiiiiiiiiieeeeeee, 48
3.4.1  Variabel Dependent (Variabel Y) .....ccocevvieiiiniiniiniieieeeeeee, 48
3.4.2  Variabel Independent (Variabel X1)......ccoceevviieviinieniiieiieieeeenen. 53
3.4.3  Variabel Independent (Variabel X2).....ccccccovveveiienieniiieireieeeenee. 57
S Teknik Rnclifigsiata . .. ................. A0, _on SN .. ........ S 62
3.5.1  Uji Persyaratan AnaliSiS..........ccceevereviierieniieiieiienieeeie e eveesee s 62
3.5.2  Uji HIPOESIS .evieuiieiieiieeiieeiiesiie ettt e e 65
BAB IV HASIL PENELITIAN DAN PEMBAHASAN .....ccccocovieienieierieeieneene 67
4.1 ~ DCSkaipsi Data....... e S et e N 67
4.1.1  Profil ReSponden...........cccceeevieoiienieniieieeieeieeeee e 67
A2 NProfilDafa . gmp........cocooovevuevunennee o W ............ . A 72
42,1 % Data Custanier SatifaciiGrh ... B . .acn¥.. W ... . K & 73
422 Data Brand IMaAge ............ccccoeeeeieiieciiiieeeeceeeie e 76
423  DataService QUAlTLY ....cccocco.iiiuiusiiiionessitiecessat i e eeeeeeeeeeeee e 80
4.3 Pengujian HipoteSiS.....ccuviieiiiiiiiiiiiiiesiieeireeeieeesree e e sveeeireesneeeseneas 84
4.3.1  Uji Persyaratan AnaliSiS........ccceeeeerieerienienieeieeree e 84
4.3.2  UJi HIPOLESIS wovvieerieiieieiieieeieeeiee ettt ere et seeeeveeaeeseae s enns 90
4.4 Pembahasan.........cccoceiiiiiiiiii e 96

xii



4.4.1  Pengaruh Brand Image Terhadap Customer Satisfaction............... 96

4.4.2  Pengaruh Service Quality Terhadap Customer Satisfaction ........... 98
BAB V PENUTUP ..ottt 100
5.1 KeSIMPUIAN.....oiiiiiiiiiiirieitt i 100
IV §1110) 11 €T ot o o, Ot . SRR 101
5.3  Keterbatasan Penelitian ..........cccceevieverieniniiniiniiieccienceeccee e 102
5.4  Rekomendasi Penelitian Selanjutnya .............ccceeeveeveeeerecieeseenneeinn, 102
ST FSAran.........oooiieiiiaee e 103
DAFTAR PUSTAKA ...ttt ettt ettt sne s 105
LAMPIRAN.......08 ccvreeeseessonererseecners e P .o ovenrenvecneneoonssglonseeesnesnosrenses 113

xiii



Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 2.
Gambar 3.
Gambar 4.
Gambar 4.

DAFTAR GAMBAR

1 Penetrasi Pengguna Internet 2018-2019........ccccoveiieiiiniiiieee 2
2 Fakta unik IndiHome dalam angka ..............cccooviiiiiiiiiiniiniieeee, 3
3 Wifi rumah yang digunakan masyarakat DKI..........ccccocceeviniiennnne 5
4 IndiHome memiliki citra merek yang baik ...........ccccoeevieeiiiiinnnnnnnn, 6
5 Kendala yang dirasakan pengguna IndiHome................ccocveeneenienee. 7
1 Kerangka Teori dan HipotesiS.........cceveeerveeeiieeerieeiiieesieeeiie e 44
1 Konstelasi Pengaruh Antar Variabel.............ccoocovevieviieiiiieiiienieenenns 46
4 Uji Normalitas (Probability Plof) X1 terhadap Y .......ccccccvvvevuveennnnn. 86
5 Uji Normalitas (Probability Plot) X2 terhadap Y ......cccccvevieeennnen. 86

Xiv



Tabel 1.
Tabel 2.
Tabel 2.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

DAFTAR TABEL

1 Top Brand Award Kategori Telekomunikasi (ISP FIXED)................... 4
1 Matriks Penelitian Terdahulu.........ccocooveeiiiiiiiiininicee 35
2 Persamaan dan Perbandingan dengan Penelitian Terdahulu................ 36
1 Kisi-kisi Instrumen Customer SatiSfaction .............ccccceeeveevecreennennn.. 49
2 Alternatif Jawaban Skala Likert................coccoevivencninencneiineeeneiian. 50
3 Kisi-kisi Instrumen Brand Image...............c.ccccoeevcueeecieeencrneenieeacrreennns 54
4 Alternatif Jawaban Skala Likert................cccccoccveveenincncnicniiienenennn, 54
5 Kisi-kisi Instrumen Service Quality............cccovvevcveeecieeencneeiiieerneenn, 58
6 Alternatif Jawaban Skala Likert.................cccoovoniiniiniincininnininnene. 59
7 Koefisiensi Korelasi dan Tingkat Hubungan..............cccocccoviieieeiennne. 66
1 Sebaran Wilayah Domisili Responden ..........cccoocoeiiiiiiiiiiniieiieee. 67
2 Sebaran Usia ReSPONAen...........cceeeeveerieereieiiiieiiiesieeie e eeve e e 68
3 Sebaran Jenis Kelamin Responden ..........cccoevveiieveenieeciieciienieeieee. 69
4 Sebaran Pendidikan Terakhir Responden ................cccoooieviieiiiiienn. 69
5 Sebaran Pekerjaan Responden ...........cccveevveieiiiiiiieiiieecniee e 70
6 Sebaran Pengeluaran Bulanan Responden...........ccccooeeeiiiniiieiiinienne. 71
7 Sebaran Lama Berlangganan Responden.............cccccoevieiiinieeciieniennne. 72
8 Statistika Deskriptif Customer Satisfaction .................c..cccovueveeecnncn. 74
9 Distribusi Frekuensi Customer SatiSfaction................cceccveeveeuveennene.. 74
10 Rata-rata Hitung Skor Indikator Variabel Y .......cccccoverviviniininnnenne. 75
11 Statistika Deskriptif Brand mage................cccoveeveeeeeceiecreeieeenennn 77
12 Distribusi Frekuensi Brand Image ............c....ccoeevvvveveieeviiieacieeencnennn, 78
13 Rata-rata Hitung Skor Indikator Variabel X1 ...........cccocceiiiniinnnn. 78
14 Statistika Deskriptif Service Quality.........cccoccoevoeieiicieiieneeeeen 81
15 Distribusi Frekuensi Service Quality ............cooeoeeieeecvecienieneeene. 82
16 Rata-rata Hitung Skor Indikator Variabel X2..........cccooevviiininnenne. 82
17 Hasil Uji Normalitas Galat Taksiran Regresi Y atas X1,X2.............. 85
18 Hasil Uji Linieritas antara Y dengan X1.......ccccooceevininienennenennene. 87

XV



Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

19 Hasil Uji Linieritas antara Y dengan X2........ccccccovviveiieiienienieeene 88
20 Hasil Uji Persamaan Regresi Linier Sederhana..............cccccoeiennnn. 89
21 Hasil Uji Persamaan Regresi Linier Sederhana............c..cccooeeiniis 90
22 Hasil Uji Signifikansi Parsial (Ujit)......ccccceeeveoieniieiiieeieie e, 91
23 Hasil Uji Signifikansi Parsial (Ujit)....cccoeeeeerieeieniiiiicieeciecie e, 92
24 Hasil Uji Analisis Korelasi Pearson ............cc.ccveeveeeeeiiieeeeescneennenn, 93
25 Hasil Uji Analisis Korelasi Pearson .........ccccceeeveeveeiceeiiinieieee. 94
26 Hasil Uji Koefisien Determinasi X1 terhadap Y ......cccoooieiiiiienees 95
27 Hasil Uji Koefisien Determinasi X2 terhadap Y ......cccooovveiieieninns 96

XVi



DAFTAR LAMPIRAN

Lampiran 1 Lembar Konsultasi SKripsi ......cccooveiieniiiciiiieieceeeee e, 113
Lampiran 2 Lembar Saran dan Perbaikan SKripsi..........cccceveiereienienieiiieieenen, 114
Lampiran 3 Kuesioner SUrveil AWal.ei....... 5w eoos s Tiiumnasceness Mongaceereeneecseenes 115
Lampiran 4 Uji Coba Kuesioner Penelitian .............ccccooevvieneniiinienienieniieenn, 119
Lampiran 5 Uji Validitas Data Variabel Brand Image (X1).....cccccoveveveecveennennenn 129
Lampiran 6 Uji Validitas Data Variabel Service Quality (X2)....cocccevuveeerveennnnnn. 130
Lampiran 7 Uji Validitas Data Variabel Customer Satisfaction (Y) .................. 131
Lampiran 8 Uji Reliabilitas Data Variabel Brand Image (X1).....c..ccoveeeuveennen.. 132
Lampiran 9 Uji Reliabilitas Data Variabel Service Quality (X2) .....cceeveeueenneen. 133
Lampiran 10 Uji Reliabilitas Data Variabel Customer Satisfaction (Y) ............ 134
Lampiran 11 Kuesioner Uji Final ...........ccoccoeiiiiiiiiieiieee e, 135
Lampiran 12 Data Uji Final Brand Image (X1).....ccccccovvevviiveninninenninieennn, 145
Lampiran 13 Data Uji Final Service Quality (X2) ...ccocovveeveevceeieieiiesiecieeieenee. 151
Lampiran 14 Data Uji Final Customer Satisfaction (XY) ......ccccevveevveveeeecreecneennen. 157
Lampiran 15 Deskripsi Data Brand Image (X1)......ccocoeevoienieniiinieieeeeeee, 163
Lampiran 16 Deskripsi Data Service Quality (X2) .....ccoeeeoeeveeieieiieieeieeeeeen 164
Lampiran 17 Deskripsi Data Customer Satisfaction (Y) ..ccccceeeceeecveneeeeeeenieannen. 165
Lampiran 18 Hasil Output SPSS Uji Normalitas.........ccccooveveveveiienieicieeiieeieenen. 166
Pampiran 1 Wji*finicritas. S . T 168
Lampiran 20 Perhitungan Persamaan Regresi Sederhana.............c.ccooevveniennnene. 169
Lappigan’1 Uji SighiiianSaRarsidh(UWiie. 47700 Bt ... ... AL 00 170
Lampiran 22 Perhitungan Korelasi Pearson .........ccccevueevceeeviveeecveenciieeeveeennnnn 171
Lampiran 23 Perhitungan Koefisien Determinasi........c..cocceeveveeieneencnieencnnnene. 172
Lampiran 24 Tab e e o o eI o eeeeerrressaesnanes 173

XVii



