DAFTAR ISI

HALAMAN PENGESAHAN........oooiii i i
HALAMAN PERNYATAAN .....ooiiiiiiiiiii e ii
ABSTRAK ..o iii
ABSTRACT ... s iv
KATA PENGANTAR ..ot \4
DAFTAR ISI ..o e vii
DAFTAR GAMBAR ..ot X
DAFTAR TABEL ..ot xi
BAB L. 1
1.1 Gambaran Umum Objek Penelitian ............cociiiiiiiiiiiiiiciiee e 1
1.1.1 Profile Perusahaan ...........ccooiiiiiiiie ittt 1
1.1.2 Visi dan Misi Perusahaan ............cocueiiiiiiiiiiiiie e 1

1.1.3 Logo Perusahaan ..........cccocvoiiiiiiiiiicie s 1

1. 1.4 PrOAUK & SEFVICES ...coiuviiiiiiiii ettt ettt sttt st e b sneeenee s 2
1.1.5 Struktur Organisasi Clandestin GrOUP .........c.ceeririiiieeiiiiciieie e 3

1.2 Latar BelaKang ..........ocooiiiiiicece e 4
1.3 RUmMusan Masalah ..........cooiiiiiiiiiii e 6
1.4 Tujuan Penelitan..........ccooiiiiiiiiiiice et 6
1.5 Manfaat Penelitian ..........cocviiiiiiiiiiiii e 7
1.6 Batasan Penelitian ..........cooiuiiiiiiiiiiie it 7
1.7 Sistematika Penelitian ..........c.coouiiiiiiiiiiie e 7
BAB II TINJAUAN PUSTAKA .......oooiiiiiii e 9
2.1 Landasan TEOTT.....ccuueeuieiiieiie sttt ettt ettt e st e st e e e e e nbe e e b e e s ne e e ne e e e 9
2,11 PEIMASATAN ..ttt ettt ettt ettt et ek e ek e b e e s e e n e e e e nne s 9
2.1.2 Manajemen Pemasaran ............cccuevuiiiiiiiiiiiiiiei s 9
2.1.3 PemMASAran JASA.......ceiiuuiiiiiieiiiie ittt 10
2.1.4 85ervice QUALTLY ..........cooueiiiiiiiiiii e 13
2.1.5 Kepuasan Pelang@an ..........c.ccoviiiiiiiiiiiiii e 14
2.1.6 Customer SatiSfaction INAeEX ..................cccoviviiiiiiiiiiiiiici e 15

vil



2.1.7 Dimensi Importance Performance ANGLYSIS ..........cccoouiviiiiiiieiiiiiiisiie e 16

2.2 Penelitian TerdahulU .........ccooiiiiiiiiiiii 17
2.3 Kerangka PemIKITan..........ocuiiiiiiiiiiie it 20
BAB III METODOLOGI PENELITIAN .......oooiiiiiiii 21
3.1 Pendekatan Penelitian ..........cccovviiiiiiiiiiiicii 21
3.2 Jenis Penelitian........cccoiiiiiiiiiiii i 21
3.3 Variabel Operasional dan Skala Pengukuran ............ccccooivviiiiiiiiiniciicece e 22
3.3.1 Variabel Oprasional...........cccoceiiiiiiiiiieiiii e 22
3.4 Skala PengUKUIAN........ccoviiiiiiiii s 31
3.5 Tahap Penelitian ........coieiiiiiiiici e 32
3.6 Populasi & SaAmPEL.........ccoiiiiiiiiiiii s 33
306.1 POPULAST....veietiieeii e 33
306.2 SAMPEL....cnviieiiiiii e 33
3.7 Instrument dan Pengumpulan Data............ccooviiiiiiiiiiiiicie e 34
3. 7.1 INSTIUMENL ...t 34
3.7.2 Pengumpulan Data..........cccoooiiiiiiiiiiecc e 34
3.8 Uji keabasahan data yang Diperoleh..........cccooviiiiiiiiiiiii 35
3.8.1 UJ1 VAlIAILAS ...t 35
3.8.2 Uji ReAlIDIIItaS ....vcouviiiiiiiiiiiiic i 36
3.9 Analisis DEeSKITPL ......ooiiiiiiiiiici 36
3.9.1 Analisis Data Deskriptif..........cccoiiiiiiiiiii 36
3.9.2 Importance Performance Analiysis (IPA) .......cccooviiiiiiiiiiiii e 37
BAB IV HASIL PENELITIAN DAN PEMBAHASAN........cccoiiiii 39
4.1 Karakteristik ReSpOnden...........cociiiiiiiiiiiiiii e 39
4.1.1 Karakteristik Berdasarkan Jenis Kelamin...........cccocoooiiiiiiiiiiiciiicccc 39
4.1.2 Karakteristik Berdasarkan UsSIa ..........cccooiveiiiiiiiiciiice e 40
4.1.3 Karakteristik Berdasarkan Pendidikan Terakhir ............ccooiiiiiiiiiiiiiicic 40
4.1.4 Karakteristik Berdasarkan Pekerjaan...........cccooooiiiiiiiiiiic e 41
4.2 Pembahasan Hasil Penelitian ............cccooviiiiiiiiiiii e 42
4.2.1 UJ1 VAIIAIEAS v 42
4.2.2 UjJi REHADIIILAS ... 45



4.3 Teknik ANALISIS DAtA ...ccivvvrrrniiiieiiiiiiritis e e e ettt s e s e e et eeese i eareseeeteeessb i tereesseeesabanrereeeseeens 46

4.3.1 Analisis Deskriptif Atribut Kenyataan ..........ccccocviiiiiiiiiiieiiiieiiesee e 46
4.3.2 Analisis Deskriptif Atribut Harapan...........cccccviiiiiiiiniiiiniiie e 56
4.3.3 Customer Satisfaction Index (CSI) ......ccoiviiiiiiiiiiiiiiiiie e 66
4.3.4 Importance Performance Analysis (IPA) ......ccccviiiiiiiiiiiiiii e 69
BAB V KESIMPULAN DAN SARAN ... 78
ST KE@SIMPUIAN ... 78
TR Y 1 ¢ 1 E T O TR P PPN 78
5.2.1 SAran Praktis ...ooouiiiieiiiiie ittt 79
5.2.2 SATAN TEOTILIS ..eevviiutieiiieeieesiie et st ettt ettt e st et esae e et e e be e e bt e saeeenbeesbeeenbeennneenes 79
DAFTAR PUSTAKA ... .ottt ettt b et e st s be e sae e beeneees 80
LAMPIRAN. ...ttt ettt et e bt e bt e e h bt e ehe e e Rb e e ke e s abe e ebeeenbeeebeeenbeenaeeanbeenbeas 82

X



