DAFTAR ISI

HALAMAN PERNYATAAN. .....oooitiiiiiiii e iii
ABSTRAK ... s iv
ABSTRACT ... v
DAFTAR ST ... s vi
DAFTAR GAMBAR ..ot ix
KATA PENGANTAR ..ot xi
BAB 1 PENDAHULUAN ......cccooiiiiiiiii e 1
1.1  Gambaran Umum Objek Penelitian ............cccoeviiiiiiiiiniiiiicie 1
1.1.1 Sejarah Perusahaan...........ccoveiiiiiiiiniciice e 1
1.1.2 Makna Logo Perusahaan............cccceviiiiiiiiinienicieceeeseeseee 4
L1.3 ViST dan MIST .ecviiieiiieiiiic e 5
1.1.4  Produk Perusahan............ccccooiiiiiiiiiiiciiccesece e 6
1.1.5  Struktur Perusahaan ............ccccoiiiiiiiiiiicicee e 7

1.2 Latar BelaKang ........cccccooiiiiiiiiii e 7
1.3 Rumusan Masalah .........cc.ccooiiiiiiiiiii e 16
1.4 Tujuan Penelitian.........cccooiiiiiiiiiiiiiii e 16
1.5 Kegunaan Penelitian.........ccccooiiiiiiiiiiiciee e 16
1.6 Batasan Penelitian .........cc.ccooviiiiiiiniiic e 17
1.7 Sistematika Penelitian ...........cccooeviiiniiiiiciieccee e 17
BAB II TINJAUAN PUSTAKA ...t 19
2.1 Landasan TeOTT .......ccoccuiiiiiiiiiiiieiii e 19
2.1.1 Pemasaran .........ccccoiiiiiiiii 19
2.1.2  Manajemen Pemasaran...........cccccoeeiiiiiiniiiicniiee e 20
2.1.3  PIOMOST cuveviiiiiiiiciccie e 20
2.1.4  Perilaku KonsSumen ..........c.cccooiveiiiiiiiiiiiic e 21
2.1.5  Loyalitas Pelanggan ...........cccccocoiiiiiiiiiiiie e 22
2.1.6  Kualitas Pelayanan...........c.cccooieriiiiiiiiiiceec e 27
2.1.7  Kepuasan Pelanggan ..........cccccovviiiiiniiiicie e 27
2.1.8  Volume Penjualan...........cccoceiiiiiiiiiiiiieee e 29

Vi



2.1.9  Program Loyalitas Pelanggan ...........c.c.ccoooniiiiiiiniiiniicic 30

2.2 Penilitian TerdahulU..........cccooiiiiiiiii 32
2.3 Kerangka Penelitian ...........ccocoiiiiiiiiiiiciiee e 39
BAB III METODE PENELITIAN ......cccoooiiiiiii 41
3.1 Jenis Penelitian ..........ccovviiiiiiiiiiiii i 41
3.2 Skala Pengukuran .........ccccoiuiiiiiiiiiiie e 44
3.3 Tahapan Penelitian..........cccoiiiiiiiiiiiie e 45
3.4 Populasi dan Sampel ..........cccoiiiiiiiiiiiii 47
341 POPUIAST ..ottt 47
342 SAMPEL.ciiiiiiiiii 47
3.5 Teknik SampPling........cccooveiiiiiiiiiiiie e 49
3.6  Pengumpulan Data ..........cccoooiiiiiiiiiii e 49
3.6.1 SUMDBET Data......cceviiiiiiieie e 50
3.6.2  Teknik Pengumpulan Data ..........ccccceiiiiiiiiiiniiic e 50
3.7 Validasi dan Reabilitas ..........ccccceeiiiiiiiiiiiiiic e 51
3.7.1  Uji Validasi...ooiecciiiiiicii 51
3.7.2  Relabilitas ....ccceeiiiiiiiiiiiiesee s 52
3.8 Teknik Analisis Data.........cccocooiiiiiiiiii e 53
3.8.1  Analisis DesKriptif ..o 53
BAB IV HASIL DAN PEMBAHASAN ......cooiiiiiiie e 55
4.1  Karakteristik Responden ...........cccceviiiiiiiiiiiiiic e 55
4.1.1  Berdasarkan Jenis Kelamin...........cccoocoeiiiiiiiniiiiii 55
4.1.2  Berdasarkan USIa ........cccccvvviiiiiiiiiiici e 56
4.1.3  Berdasarkan Pendidikan............cccoviiiiiiiiniiiii 56
4.1.4  Berdasarkan Pekerjaan............cccooviiiiiiiiiicniiee e 57
4.1.5  Berdasarkan Pendapatan .............ccccooeiiiiiiniiiic i 58
4.2 Analisis Program Loyalitas Pelanggan..............ccccoeiiiiiiiiiicninies 58
4.3 Analisis Deskriptifi........cooiiiiiii 60
4.3.1  Tanggapan Responden Mengenai Jenis Hadiah.................cccceen. 60
4.3.2  Tanggapan Responden Mengenai Kesusaian Hadiah ..................... 62
4.3.3  Tanggapan Responden Mengenai Waktu ..........ccccoovviiiiiiicninnnn, 63

vii



4.3.4  Jawaban Responden Keseluruhan.............cccooeiiiiiiiiiiininiee 64

BAB V PENUTUP ..ottt 66
5. T KeSIMPUIAN ..ot 66
5.2 8araN oo 66

DAFTAR PUSTAKA ...t 68

LAMPIRAN ...ttt 72

viii



