DAFTAR ISI

HALAMAN PENGESAHAN ...ttt et st 1
HALAMAN PERNYATAAN ..ottt ettt st e sneesane e 11
KATA PENGANTAR ...ttt st ettt ettt e naeeeas v
ABSTRAK ...ttt ettt st e b e ettt et e st e e b eas vi
ABSTRACT ... ettt ettt ettt e et e st e ae e e bt e et e enseesaneans vii
DAFTAR ISttt ettt ettt e sb e st e et e e bt e eareeeeas viil
DAFTAR TABEL. ...ttt ettt ettt e st sae e e abe e X1
BAB I PENDAHULUAN ...ttt ettt ettt et e et et e eeeeeneeenaeeenne 1
1.1  Gambaran Umum Objek Penelitian......................coccoiiiiiiiicens 1
1.2 Latar Belakang Penelitian....................cccoooiiiiiiiiiii e 1
1.3 Perumusan i Masalah............... e 9
1.4 Tujuan Penelitian ... 9
1.5 Manfaat Penelitian ... 9
1.5.1 Manfaat TeoritiS..........ocoooiiiiiiiiiiee e 9
1.5.2 Manfaat PraKtis ... 10

1.6  Sistematika Penulisan ..............c...cooiiiiiii e 10
BAB II TINJAUAN PUSTAKA .ttt 12
2.1  Teori-Teori iTerkait Penelitian..................ccccooiiiiiiiiiiecee 12
201 PeMASATAN ..ottt et 12
2.1.2  Manajemen Pemasaran .............cccceovuieriiieiienieeiieeie ettt 12
2.1.3  Bauran Pemasaram..........ccocueevuiiiiiieniiiiienieeiteeee et s 13
2.1.4  Perilaku Konsumen ..ottt 15
2.1.5  Persepsi Kualitas (Perceived Quality) ................cccooeviiiiiiiiiiiiiiiiiiniieeeeenne 15



2.1.6 Kepuasan KONSUIMEN ...............cocoiiiiiiiiiiiiieeiiie e eciee e eiee e esireesnaeeen 17

2.1.7 KeNYAMANAIL........ccoiiiiiiiiiiiiieeeiiiieeeeeiitee e et eeeestaeeeessbbaeessesaaeeeansseeeesensseeens 19

2.1.8  Pengaruh Persepsi Kualitas Terhadap Kepuasan Konsumen...............ccccouu..... 20

2.1.9 Pengaruh Persepsi Kualitas Terhadap Kepuasan Konsumen Yang

idimoderasi Oleh Kenyamanan i..............cccooooiiiiiiiiiiiiii e 21
2.2 Penelitian Terdahulu ... 22
2.3 Kerangka Penelitian.................cooooooiiiiiiiiii e 25
2.4  Hipotesis Penelitian ...............cooooiiiiiiiiiiiii e 27

BAB III METODE Penelitian........cccccooeiiiiiiiiiiieie ettt s 29
3.1 Jenis Penelitian ............cooooiiiiiiiiiii e 29
3.2  Operasionalisasi Variabel...................cccoooiiiiiiiiiii e 30
3.3 SKala PenguUKUIAN ...........oooiiiiiiiiiiiiee ettt e e e aae e e e saaeaa s 33
3.4 Tahapan Penelitian ... 33
3.5 Populasi Dan Sampel ... 34

350 POPUIASI.....oeiiiii e s s ea 34

352 SAMPIE.....ooiiii e e 35

3.5.3  Analisis DesKIiptif.........coooooiiiiiiiiiii e 40

3.5.4  Partial Least Squares (PLS)...........coooiiiiee e 43

3.5.5 Pengujian HIPOtesis ...........oooiiiiiiiiiiiiiiiiecccee e 47

3.5.6  Analisis Variabel MOderasi...........cecerieriieriiriiinieniieieeseee et 48

BAB IV HASIL PENELITIAN DAN PEMBAHASAN .......ooiiitieeeeeeeeee e 49
4.1 Karakteristik Responden..............c..ccocooiiiiiiiiiiiiiiiceecee e 49

4.1.1 Karakteristik Responden Berdasarkan Jenis Kelamin................................ 49

4.1.2  Karakteristik Responden Berdasarkan Usia ...............cc...cocccoiininnnnnn 49

4.1.3 Karakteristik Responden Berdasarkan Domisili Asal ................................. 50

4.1.4 Karakteristik Responden Berdasarkan Pekerjaan .....................cc...c.oc... 51

4.1.5 Karakteristik Responden Berdasarkan Rata-Rata Pendapatan Perbulan 51

X



4.2 Analisis DeSKriptif............cccoooiiiiiiiii s 52

4.2.1 Tanggapan Responden imengenai Variabel Persepsi Kualitas (Perceived

Quality) 52

4.2.2 Tanggapan Responden imengenai Variabel Kepuasan Konsumen ............ 53
4.2.3 Tanggapan Responden imengenai Variabel Kenyamanan.......................... 54
4.3 ANalisis DAata........ooooiiiiiiiii e 56
4.3.1  Outer Model (Model Pengukuran)...............ccccoooovviieiiieniiiieeie e 56
4.3.2  Convergent Validify ......coceeveeiiriiniiiiiieeiceeieee et 57
4.3.3  Diskriminan Validity ...................ccccoooviiiiiiieiieeeeeeee e 59
4.3.4  Uji Realibilitas...........ccooooiiiiiiiii e 61
4.3.5  Inner Model (Model Struktural).............cccieriieeiieiiiieiic e 61
4.3.6  RSQUATE (R2) ...oouoeieieeeeeeeeeeeeeeeeeeeeee ettt e et aeeae s 62
43T QeSQUATC ...ttt et 63
4.3.8  EffeCtiSIZe ........cccoooiiiiiiiiiiiiii e 63
4.3.9  Pengujian Hipotesis (Path COEffiCient)..........cccuvevoueriieniriienieeneeienieneenieenens 64
4.4 Pembahasam..........ccccooiiiiiiiiiiii e 65

4.4.1 Pembahasan Pengaruh Persepsi Kualitas terhadap Kepuasan Konsumen65

4.4.2 Pembahasan Kenyamanan dapat Memoderasi Persepsi Kualitas terhadap

Kepuasan KOnSUMEeN ..ot 67
BAB V KESIMPULAN Dan SARAN ..ottt 69
501 KeSIMPUIAN .....o.ooiiiiie e e e e e e s taeeeeean 69
5.2 SATAN...coiiiiiiiiii e et et e e 69
521 Saran PraKetis ... 69
5.2.2  Saran TeoritiS.........coooiiiiiiiiiiiii e 70
DAFTAR PUSTAKA ...ttt et sttt saeeeaneens 71
LAMPIRAN ...ttt ettt e b e et e s bttt e st e et e e eateeeaeeenbeesareens 74



