DAFTAR ISI

HALAMAN PERSETUJUAN ...ttt 1
HALAMAN PERNYATAAN ORISINALITAS ...t ii
ABSTRAK ...ttt n e nre e \4
ABSTRACT ..ottt vi
DAFTAR TSI ..ttt sttt st nbe e saeeneas vii
DAFTAR TABEL......oiiiiii ettt Xi
DAFTAR GAMBAR ...ttt ettt xiii
DAFTAR LAMPIRAN ...ttt ettt ne e Xiv
BAB I PENDAHULUAN ..ottt 1
1.1 Gambaran Umum Objek Penelitian .............ccoovviiiiiiiiiicicecce 1
1.1.1 Profil Perusahaan ...........cccoooiiiiiiiiiiii e 1

1.1.2 Fasilitas Bus 27 TTans ........ccccoveiiiieiiie i 1

1.1.3 Trayek PO Bus 27 TTanS ......coovvviiiiiriiiinieieee s 3

1.2 Latar Belakang Penelitian ..........cccccooiiiiiiiiiiiiicie e 4
1.3 Rumusan Masalah ..........cccooiiiiiiiii e 15
1.4 Tujuan Penelitian..........ccooiiiiiiiiiiiiiic 15
1.5 Kegunaan Penelitian..........ccocviiiiiiiiiii i 16
1.6 Waktu dan Periode Penelitian ...........cccoooeeiiiiiiiniiiiiii e 16
1.7 Sistematika Penulisan..........c.ccoviiiiiiiiiiiie e 16
BAB II TINJAUAN PUSTAKA ...ttt 18
2.1 Tinjauan Pustaka ..........cccooiiiiiiiiiii e 18
2.1.1 PEMASATAN ....eeiiiiiiiiiiieiiee et 18
2.1.2 PemMasaran JASa.........ccoiuiiiiiiiiiiie e 19
213 HAIZA o s 19



2.1.4 Kualitas Pelayanan...........ccccoveiiiiiiiiiiiciiccesee s 21

2.1.5 Kepuasan Pelang@an ...........ccccvviiiiiiiiii i 22
2.1.6 Keputusan Pembelian...........ccocoiiiiiiiiiiiiiiicieceeese e 22
2.1.7 Hubungan Harga Dengan Keputusan Pembelian.............ccccccoviiiiiinnnnn 24
2.1.8 Hubungan Kualitas Pelayanan Terhadap Keputusan Pembelian............... 24
2.1.9 Hubungan Keputusan Pembelian Terhadap Kepuasan Pelanggan............ 24
2.2 Penelitian TerdahulU............ccooovviiiiiiiiii 24
2.3 Kerangka PemiKiran.........cccccoiviiiiiiiiiiiesee e 35
2.4 HIPOTESIS .. eeuvteeuttesieeateeateeete e st et e st e bt e st esbe e s b e e s he e e beesbe e e b e e saeeabeesrneenreennneen 39
2.5 Ruang Lingkup Penelitian..........cccoooiiiiiiiiiii e 39
BAB III METODE PENELITIAN ..ottt 41
3.1 Jenis Penelitian.......ccocuiiiiiiiiiiiiiii 41
3.2 Operasional Variabel dan Skala Pengukuran ...........ccccooeniviiinieniiiiiiicnnenn, 41
3.2.1 Operasional Variabel ..........cccocooiiiiiiii e 41
3.2.2 Skala Pengukuran...........ccooovieiiiiiieiie e 46
3.3 Tahapan Penelitian ..........ccccvoiiiiiiiiiisiei e 47
3.4 Populasi dan Sampel ..........cccouiiiiiiiiiiieiee e 48
341 POPULAST ..ot 48
342 SAMPECL..ciiiiiiee e 48
3.5 Teknik Pengumpulan Data ...........ccocceiiiiiiiiiiiiiiiei e 49
3.5.1 Data PrimET ....oovviiiiiiieiicicieee e 49
3.5.2 Data SEKUNAET .......eeiiiiiiieiie e e 50
3.6 Uji Validitas dan Reliabilitas..........cccooveiiiiiiiiii e 50
3.6.1 Uji Validitas........ccoviiieiiiiiiiiciieeese e 50
3.6.1 Uji ReHabIlItas ......cveeviviiiiiiiiiiiisciiee e 53
3.7 Teknik ANalisis Data .........ccoviiviiiiiiiiiiiciie s 54
3.7.1 Analisis DEeSKIIPIT......cviiiiiiiiiiieciie s 54

viil



3.7.2 Structural Equation Model (SEM) .....c.ccooiiiiiiiiiiiiie e 55

3.7.3 Parsial Least Square (PLS)......cccooviiiiiiiiiiiie e 56
3.7.4 Pengukuran Model (Outer Model) ..........cocoviiiiiiiiiiiiiicieccecece 56
3.7.5 Pengukuran Struktural (Inner Model) .........ccoeiiiiiiiiiiiiiiieeee 57
3.8 UJ1 HIPOTESIS. ... veeieiiurieiiee ettt 58
BAB IV HASIL DAN PEMBAHASAN .....ccctitiiiiieiee e 59
4.1 Pengumpulan Data ..........cccveiiiiiiiiiiiiii e 59
4.2 Karakteristik RESpONden ..........ccccovviiiiiiiiiiiciee e 59
4.2.1 Karakteristik Responden Berdasarkan Jenis Kelamin .............cccccveeneee. 59
4.2.2 Karakteristik Responden Berdasarkan Usia............ccccovvveriiieiiiiiciiieenne 60
4.2.3 Karakteristik Responden Berdasarkan Pekerjaan .............ccocoovviiiiiinnnn 60
4.3 Hasil PeNelitian ........ccccoiiiiiiiiiieic e 61
4.3.1 Analisis DesKriptif.........ccooiieiiiiiiieii e 61
4.3.2 Hasil Uji Model Pengukuran (Outer Model) ........cccccoeviiiiiinieniieiieiene 75
4.3.3 Hasil Uji Model Struktural (Inner Model) ..o 80
4.3.4 Uji HIPOLESIS. .. vivviiiiiiiiieiiieiieie st 81
4.4 PemMDaNASAN.......eiiiiiiiiieiiie e 85
4.4.1 Analisis Deskriptif Harga.........cccooeiiiiiiiiiiiiiicnseeeesee e 85
4.4.2 Analisis Deskriptif Kualitas Pelayanan............ccccoovviniinniiiiiiin, 86
4.4.3 Analisis Deskriptif Keputusan Pembelian............ccccceviieiiiieniiiinniiennne 86
4.4.4 Analisis Deskriptif Kepuasan Pelanggan ............cccooviviniiiiiiiicicnn, 87
4.4.5 Pembahasan Uji HIPOtESIS......ceuiuiiiiiieiiiiiiiiie i 87
BAB V KESIMPULAN DAN SARAN .....ooiiiiiiiiieree e 90
5.1 KeSIMPUIAN ..o 90
5.2 SATANL..eiiiiiiiirie s 91
5.2.1 Saran Bagi Perusahaan..............ccccoceiiiiiiiiiiiiic e 92
5.2.3 Saran Bagi Peneliti Selanjutnya...........cccoooveiiiiiiiniiiiic e 92



DAFTAR PUSTAKA

DAFTAR LAMPIRAN .....ooiiiiiiiii i



