DAFTAR ISl

HALAMAN PENGESAHAN ...t i
HALAMAN PERNYATAAN ORISINALITAS ..ot iii
KATA PENGANTAR ...ttt a e e nnae e Y,
ABSTRAK e e e e e arre e Vi
ABSTRACT ..ottt sttt ettt s ettt neene s vii
DY I o G 1 SR viil
DAFTAR GAMBAR ...ttt sttt st an s X
DAFTAR TABEL ... Xi
DAFTAR LAMPIRAN ...ttt e e e e e Xii
BAB | PENDAHULUAN ...ttt 1
1.1 Latar Belakang .......ccccoeiiiiiiiiiieeeee e 1
1.2 FOKUS PENEIITIAN ..ot 7
1.3 Identifikasi Masalah............ccociiiiiiiiie e 7
1.4 Tujuan Penelitian ........ccooiiiiiieiiieee e 7
1.5  Manfaat Penelitian ..........ccoooiiiiiiiiieiie e 7
151  Manfaat TEOMTIS . ...cccueiueeieiieieeie et 7
152 Manfaat PrakuiS ......cccoiiiiiieieieie e 7

1.6 LOKaSI PENEIITIAN.......cciiiiieiieie e e 8
1.7 WaKtu Penelitian .......cccooeiiiiiiiicieeee e 8
BAB Il TINJAUAN PUSTAKA ...ttt 9
2.1 LANASAN TOM ...veviiiitisiisiieiie ettt bbbt 9
2.1.1  KOMUNIKAST ..ottt 9
2.1.2  Proses KOMUNIKASI.........cceiviieiiieie e sie s eie e sie e 10
2.1.3  Komunikasi Interpersonal ............cccccccevieieiieiiesr e 11
2.1.4  Hambatan KOmMUNIKaSI........c.coeiieiiiiiiieseee e 12
2.1.5  Strategi Komunikasi Interpersonal yang Efektif............c.ccceovennnnn. 14
2.1.6  BArISIA ..ceoiiiiiiieieeie e 14
2.1.7  Pengertian Pelayanan ...........ccccovevveieiieie e 16
2.1.8  Proses Pelayanan..........cccooieiiiiiieiiie i 16
2.1.9  Kinerja Pelayanan yang EfeKtif ..o, 17
2.1.10 Dimensi Pelayanan..........cccceiiieiiieiiiie i 17

viii



2.2 Penelitian TerdaNUIU .......ooe i 18

2.2.1  Penelitian Jurnal Nasional Terdahulu ..........c.ccccooeiiiinniininne, 19

2.3 Kerangka PemiKiran.........cccocveiiiiieieiie e 23
BAB 11l METODE PENELITIAN ....oiiiiieieiceees e e 25
3.1 Paradigma Penelitian.........cccoeieiiiiiiiiiieece e 25
3.2 Metode PENelitian........cccoueieieieiiiiiisesesee e 25
3.3 Subjek dan Objek Penelitian ...........cooovieieiiiieiee e 26
3.3.1  SUbJeK PeNelItian........cccveiveiieiie i 26
3.3.2  Objek Penelitian........cccccoviiiiiiieiic e 27

3.4 LoKaSi PENElItIaNn .......cccooiiiiiiiiieies e 27
3.5  Informan Penelitian........cccoeeiiiiiiiiciceee e 27
3.6 UNIt ANALISIS DALA......cceeieieieeiieseeie e 28
3.7 Teknik Pengumpulan Data Penelitian...........cccccoevevieeveiiesiieseec e 28
3.8 Teknik Analisis Data..........cccoeiirieiiiiieiiese e 30
3.9  Teknik Keabsahan Data ..........ccooeviiiiiiinieieic s 31
BAB IV HASIL PENELITIAN DAN PEMBAHASAN .......ccoccoiiiiiie e 33
4.1  Deskripsi Infrorman Penelitian ..., 33
4.2 HaSH Penelitian ........ccooiiiiiiiee e 36
4.2.1  Komunikasi Interpersonal menurut DEVItO........cccceveveieicncnenenn 36
4.3 Pembahasan........ccoiiiiiiiiii s 39
431 TaNGIDIE oo 39
4.3.2  READIITY ...ocovicii e 39
4.3.3  RESPONSIVENESS ....vvivieiieieesieeieaiiesieesteesee e steasee e e stesneesneeseeeeesree e 40
4.3.4  ASSUTANCE.....cueiiiieiieeireesie et e st e e e nne e s ne e 40
435  EMPALNY oo 40
BAB V PENUTUP ..ottt 42
5.1 KESIMPUIAN ..o 42
5.2 SAFAN ..ttt e 42
5.2.1  Saran untuk Kedai Kopi Taruh ........ccccooveiiiiiiiencce e 42
5.2.2  Saran untuk penelitian selanjutnya...........cccccovveviiiiieiie i 42
DAFTAR PUSTAKA ...ttt 43
LAMPIRAN ..ottt ettt b et a bt s et st neene st enes 46



