DAFTAR ISI

ABSTRAK e nas iii
ABSTRACT ..ottt ettt ettt ettt e b et r e ne e iv
KATA PENGANTAR ...ttt ne s vii
DAFTAR ISI ..ottt sttt ne b et nean s iX
DAFTAR GAMBAR ..ottt sttt na s e Xii
DAFTAR TABEL ..ottt Xiii
DAFTAR LAMPIRAN ...ttt sttt sttt ane s XV
2 N = OSSPSR 1
PENDAHULUAN ...ttt sttt st ene b e e s 1
1.1  Latar Belakang Masalah ............cccooieiiiiiiicic e 1
1.2 RUMUSAN MaSalaN ... 8
1.3 Tujuan PeNelitian........cccocveiieii e 9
1.4 Manfaat PenelItian........ccccoiiiiieie et 9
R =T )1 TSSOSO 9

2. PIAKLIS ...eiiie ettt ettt naenne s 10
BAB [ e e 11
KAJIAN TEORETIK ...ttt e e e et e e 11
2.1 KaJIan PUSTAKA .......ooiiiiiiiiie et 11
2.1.1 CUStOMEr LOYAIY ....cveieieiieece s 12
2.1.2 Service QUAIITY.....cueeiiiieiieie et 16
2.1.3 Customer SatiSTaCION ........ccuviieiieeeie e 17
2.1 4 Brand TrUSE.....ooee oottt sttt nbe e nneas 19
2.1.5 Brand RePULALION........cuccieiiiie et 20
2.1.6 Transaction SAFELY .........cccciiiiiiiicie e 22

2.2 Kerangka PemIKITAN .........cccueiieiiiic ettt 25
P o 11010 (TS SR SSUSUTOPSP 25
2.3.1 Pengaruh Service Quality terhadap Customer Loyalty ...........ccccccovvevvenennen, 25

2.3.2 Pengaruh Customer Satiscation terhadap Customer Loyalty........................ 27



2.3.3 Pengaruh Brand Reputation terhadap Brand Trust ............cccccveveiieeieciiennen, 28
2.3.4 Pengaruh Transaction Safety terhadap Brand Trust..........cccccceeeiiveivevienen, 29
2.3.5 Pengaruh Brand Trust terhadap Customer Loyalty ...........ccccceeveiveiveinnen, 30
2 = 1 OSSP 32
METODOLOGI PENELITIAN ...ttt 32
3.1 Tempat Penelitian.......ccoocieiiee e 32
3.2 WaKIU Penelitian ........coooiiiiiiiieiee e 32
3.3 Metode Penelitian.........ccocooiiiiiiiiee e 32
3.4 Populasi dan SAMPel .........ccooiiiiii 33
B L POPUIBST. ... et 33
34,2 SAMPEL ..o 33
3.5  Metode Pengumpulan Data ..........ccccoreiiriniiiniiieieees e 35
3.6 Operasional Variabel Penelitian............ccocoiiiiiiiiiiiiene e 35
3.6.1 Variabel Terikat (Dependent Variable) ............ccooviiiinineniiiniieiceee 36
3.6.2. Variabel Bebas (Independent Variable)..........cccooeieiieniiiniinieseenceieen 36
3.7 Operational Variabel ... 36
3.7.1 Brand REPULATION.......cceiiieiiiie ettt 37
3.7.2 TranSacCtion SAFELY ........cocieiuiiieiiee e 37
3.7.3 SrVICE QUAIITY....ccveeieiieiiec e 38
ST 4 BFand THUSE...ccueiuieeieieie ittt sttt sttt 39
3.7.5 Customer SatiSTaCtioN ..........ccuiiiiiiiiee s 39
3.7.6 CUSLOMEr LOYaAILY ....cveiiieiece e 40
3.8 SKala PENQUKUIAN .....ccueciiiiieecie ettt 41
3.9  Metode ANAlISIS DALA ........cceeiieiiieieie e 42
3.10 Uji Validitas dan Reliabilitas ...........cccceiiveieiiieiiecie e 43
3.10.1 Uji ValiditaS....cveeeeeeieieieisie e 43
3.10.2 Uji REHADIITAS ....veeveeeeeciieie et 44
T8 R O ] T o [T (=T 1RSSR 45
3.11.1 Uji Signifikansi Individual (UJi T) ..cooveeiiieiicecieseee e 47
3.11.2 Analisis Determinasi (AQJUStEd R).........ovovevevereeeeeeeeeeeeeeeeeeeeeeeeeeneneons 47



xi

HASIL PENELITIAN DAN PEMBAHASAN ......cooiiiiieiieeese e 49
4.1 Deskripsi Unit ANAliSIS........c.civeiiiieiiciecie e 49
4.2 HaSil ANALISIS DALA........coverierieiiiiiisiieieie ettt 56
4.3 Exploratory Factor Analysis (EFA) dan Confirmatory Factor Analysis (CFA).68
4.4 FIt MOGEI SEM ..ottt 80
o O T 1T 010 1] SR 82
4.6 PEMDENASAN ......ooviiiiiiiieiieite sttt b 84

BAB V..t e e t e E ettt Rttt ne bt neere s 85

KESIMPULAN DAN SARAN ......oot ottt e e e nnee e nns 85
5.1 KESIMPUIAN ... 86
5.2 IMPIIKAST ..o 87
5.3 SAIAN . bbb e ne e 89

DAFTAR PUSTAKA Lttt ettt e et e e snae e e nnaa e e nneeeenns 90



	DAFTAR ISI

