DAFTAR ISI

Halaman

HALAMAN JUDUL ...ttt st s i
HALAMAN PERSETUJUAN PEMBIMBING .........ccooiiiiiiiiicieneee i
HALAMAN PENGESAHAN......cooiii e i
HALAMAN MOTTO ...t iv
ABSTRAK . v
KATA PENGANTAR ..ottt sttt vi
DAFTAR TSI ..ottt sne s IX
DAFTAR GAMBAR ...ttt sttt nne e xiii
DAFTAR TABEL .....ooiiie ettt st Xiv
DAFTAR GRAFIK ...t XV
BAB | PENDAHULUAN ..ottt 1
1.1 Latar Belakang Masalah..............cccccoeiieiiciiiiccece e 1
1.2 Rumusan Masalah ..o 11
1.3 Tujuan Penelitian ... 11
1.4 Manfaat Penelitian .........cccooveeiieiiie e 12
BAB Il TELAAH PUSTAKA ..o 14
2.1 LaNdaSan TOM ....cveieeerieiieiiieeeee ettt 14

A B B =T 0[N 7 L SRR 14
2.1.1.1 Pengertian Kepuasan...........cccccvevieieieeiieerieseesie e s sne e 14
2.1.1.2 Strategi Kepuasan KONSUMEN ...........cccccvevveiieieciieseesreeneans 17
2.1.1.3Atribut - Atribut Pembentuk Kepuasan ...........cccoceooevinennnee 19
2.1.1.4 Teknik Pengukuran Kepuasan Pelanggan............ccccoceneneee 23
2.1.1.5 Faktor Yang Berpengaruh Terhadap Kepuasan................... 25

2.1.2 METEK ..ttt re e 26
2.1.2.1 Pengertian MereK .........cccovevviiiiciie e 26
2.1.2.2 Manfaat Merek .........ccoooeiiiiiiieniee e 30

2.1.3 Brand EXPerienCe.........ccceivuieiiieiiie et 33
2.1.3.1 Pengertian Brand EXPErience........cccocveveeiiieeiieiieesie e 33
2.1.3.2 Strategi Penerapan Brand EXperience..........ccccocevevvienieninen 34
2.1.3.3 Dimensi Brand EXPErience .........ccocoovvvirinieiienenene e 38

2.1. 4 Brand AffECT ......eeieeie e 40
2.1.4.1 Pengertian Brand AffeCt ..o 40
2.1.4.2 Penilaian Brand AffeCt...........cocoviniiiiiiinee e 41

2.2 Hubungan Antar variabel ... 43

2.3 Penelitian Terdahulu ... 44
2.4 Kerangka Konseptual ...........ccccooiiiiiiiiieiieiece e 47



2.5 Hipotesis Penelitian...........ccocveeieiiniiiiisieeeee e

BAB 1l METODE PENELITIAN.....c.coooiiiire i
3.1 JeNiS PENEIITIAN.......ciiiiiieieie e
3.2 Deskripsi Populasi Dan Penentuan Sampel ...........cccccovevvvennne

3. 2.1 POPUIBSI ...ccvviceiecieeie et
3.2.2 SAMPEL..c.vviiiiiiceee e
3.3 Variabel Dan Definisi Operasional Variabel ..........................
3.3.1 Pengertian Variabel...........ccccoooeiiiiiiiiieee
3.3.2 Variabel Dalam Penelitian ...........c.cccocvevvvienienin i
3.3.3 Definisi Operasional Variabel............cccooeoiviiinninns
3.4 Teknik Pengumpulan Data Dan Instrumen Penelitian............
3.4.1 SUMDEE DALa.....cviiviiiiiiieieiee e
3.4.2 Teknik Pengumpulan Data.............cccccveveiieiicic e,
3.4.3 Prosess Pengumpulan Data ...........cccccvevieieeieiiie e,
3.4.4 Instrumen Penelitian............ccooovviiiieniiie s
3.5 Teknik Keabsahan Data ..........cccccevvereiieneeniiin e
3.5.1 Uji Validitas Dan Reliabilitas ..........cccccooviininiinininns
3.5. 1.1 Uji ValAITaS ....veoveeiieieieieieeeeeeee e
3.5.1.1 Uji Reliabilitas .........ccccoveviiieiieiecc e
3.5.2 Uji AsumSi KIaSIK........c.coeiiiiiiieiieii e
3.5.2.2 Uji NOrmMalitas..........ccceeveveeieiiece e
3.5.2.2 Uji Multikolinieritas..........cccccevvveveivieieeie e
3.5.2.3 Uji HeteroskedastiSitas...........ccoveveeeeieenieiiieiiesie e,
3.6 Teknik Analisa Data............ccevveeereenesieniene e
3.6.1 Analisis Regresi Linear Berganda............cccccocervrenennnnnne
3.6.2 Koefisien Korelasi (R) .....cccoovveririniiiiiiieiesc e
3.6.3 Koefisien Determinasi (R?)........c.cooevvevvereeseonesnenneeneens
3.6.4 UjJi HIPOLESIS ..ovvveivieciie e
3.6.4.1 Uji F Hitung (Uji SImultan) ........cccccooeviveeiieiiieie,
3.6.4.2 Uji t Hitung (Uji Parsial).........ccccovvevieiiieiic e,

BAB IV PENYAJIAN DAN ANALISIS DATA ..o
4.1 Penyajian Data ........ccccovevieiieiieiieieiesese e
4.1.1 Sejarah Perusahnaan...........ccccocvverininiiienene e
4.1.2 Visi Misi Perusahaan...........cccccveiveivieeiieiiee e
4.1.3 Dewan Komisaris Dan Dewan Direksi ..........cccccoeviveinnnns
4.1.4 Struktur Perusahaan ...........ccccveiiiiiieiie e
4.1.5 Deskripsi Karakteristik Responden..........c.cccooeveniieneenns

4.1.5.1 Karakteristik Responden Berdasarkan Jenis Kelamin

48

50
50
o1
51
51
52
52
52
53
55
55
56
58
58
60
60
60
61
61
61
62
63
64
64
65
65
66
66
66

67
67
67
70
71
73
73
73



4.1.5.2 Karakteristik Responden Berdasarkan Usia................

4.1.5.3 Karakteristik Responden Berdasarkan Program Studi
4.1.5.4 Karakteristik Responden Berdasarkan Tahun Masuk

Perkuliahan...........cccooiiiiiiiiii s
4.1.5.5 Karakteristik Responden Berdasarkan Pekerjaan .......

4.1.5.6 Karakteristik Responden Berdasarkan Pendapatan

Per Bulan ..o

4.1.6 Deskripsi Variabel...........ccocoiiiiiiiniicec s
4.1.6.1 Kepuasan Pelanggan (Y).....cccoovreinienineneneneniens
4.1.6.2 Brand Experience (X1) ....ccooovviririnieieiene e
4.1.6.3 Brand AfECt (X2) ....coveoviieiiiiiieisieee e
4.2 ANALISIS DAt .......coiiiieiieieieie e
4.2.1 Teknik Keabsahan Data ...........ccooevveiniieienenenese s
4.2.1.1 Uji Validitas .......ccccveveeiieiecie e
4.2.1.1.1 Kepuasan Pelanggan (Y).....cccocovevveeiecvecineseennenn,
4.2.1.1.2 Brand Experience (X1) ....cccoovvereneienenineneniens
4.2.1.1.3 Brand AFFECt (X2) ....cceiireiiriiieieeiese s
4.2.1.2 Uji Reliabilitas .........cccooveiiiiiiiiic e
4.2.1.2.1 Kepuasan Pelanggan (Y) .....ccccooerererenicneniennnnens
4.2.1.2.2 Brand Experience (X1) ....ccccovvevreieeieiiieseese e,
4.2.1.2.3 Brand Affect (X2)......cccceveviveiicieieee e
4.2.2 Uji ASumSI KIaSIK ........cooeviiieiieiecic e
4.2.2.1 Uji NOrmMalitas..........cccoevevueeiieiieie e
4.2.2.2 Uji Multikolinearitas............cccovveveeveeieeie e,
4.2.2.3 Uji Heteroskedastisitas...........c.covvrvrieieiencnenenceins
4.2.3 Analisis Regresi Linear Berganda...........ccccoocenerenennnnns
4.2.3.1 Persamaan Regresi Linear Berganda .............ccoccoveene
4.2.3.2 Analisis Koefisien Determinasi .........ccccooevvrenennnnnns
4.2.4 UjJi HIPOLESIS .oeoivviiiieciie et
4.2.4.1 Uji Pengaruh Simultan (Uji F) ....ooooveviiiiiiicie
4.2.4.2 Uji Pengaruh Parsial (Uji t)......ccccocveviiiiieiiecieccie,
4.3 Interpretasi Hasil ...,

4.3.1 Pengaruh Brand Experience Dan Brand Affect Terhadap

Kepuasan Pelanggan .........cccoevevininiiienieiene e

4.3.2 Pengaruh Variabel Brand Experience Terhadap

Kepuasan Pelanggan .........cccooeveriiininienieiene e

4.3.3 Pengaruh Variabel Brand Affect Terhadap

Kepuasan Pelanggan ............ccccoeoveeeeeeeeeeeeeeeeeeeeeeeeeeeennans

Xi

74
75

77
78

79
80
81
85
89
92
92
92
92
94
95
96
97
97
97
98
98
99
99
101
101
102
103
103
104
105

105

106

107



BAB V KESIMPULAN DAN SARAN ..ot

5.1 Kesimp
5.2 Saran...

ULAN

DAFTAR PUSTAKA ...
LAMPIRAN A .o

LAMPIRAN B
LAMPIRAN C

LAMPIRAN D ..o

LAMPIRAN E
LAMPIRAN F

LAMPIRAN G ..o

LAMPIRAN H
LAMPIRAN |

xii

109
109
110

112
114
117
124
136
140
144
151
154
159



Gambar 2.1
Gambar 2.2
Gambar 2.3
Gambar 2.4
Gambar 2.5
Gambar 2.6
Gambar 2.7

DAFTAR GAMBAR

Halaman
Kepuasan Pelanggan ........ccoceoeiieieniesienese e 16
Dimensi Kepuasan Pelanggan..........ccccvvevveveieevneieseeseenns 23
FaKtor KEPUASAN.........ccveiieeiecie it sie e 26
Lingkup Pengertian Merek...........cccovevveveiiieieene e 29
Stimuli Terciptanya Brand Experience...........ccccccovvevvevieinenne. 39
Terbentuknya Brand AffECT ... 43
Kerangka Konseptual ... 48

Xiii



DAFTAR TABEL

Halaman
Tabel 2.1 Penelitian Terdahulu ... 46
Tabel 3.1 Variabel Operasional Penelitian............cccccoooveveieeneiie e, 54
Tabel 4.1 Hasil Uji Validitas Kepuasan Pelanggan (Y)......cccccevevveveennene 93
Tabel 4.2 Hasil Uji Validitas Brand Experience (X1) ....c.ccocovvviveiiveiennnnn. 94
Tabel 4.3 Hasil Uji validitas Brand Affect (X2).......cccocvevvvievieiie i, 96
Tabel 4.4 Hasil Uji Reliabilitas Kepuasan Pelanggan (Y) .....cccocoevineninns 97
Tabel 4.5 Hasil Uji Reliabilitas Brand Experience (X1) .....cccccoovvvininnnnnns 97
Tabel 4.6 Hasil Uji Reliabilitas Brand Affect (X2) .......cccoovveniniicniincnnnns 97
Tabel 4.7 Hasil Uji NOrmalitas ..........ccooeiiiiiiieniieceec e 98
Tabel 4.8 Hasil Uji Multikolinearitas............ccccceevevieviiiieiicce e, 99
Tabel 4.9 Hasil Uji HeteroskedastiSitas ..........cccveiveviiieeieene e 100
Tabel 4.10 Hasil Uji Regresi Linear Berganda.............cccccccevveveiieiecieennnn, 101
Tabel 4.11 Hasil Uji Koefisien Determinasi Secara Simultan...................... 103
Tabel 4.12 Hasil Uji Pengaruh Simultan (F)........ccocooviiniiiiecs 104

Xiv



Grafik 4.1
Grafik 4.2
Grafik 4.3
Grafik 4.4

Grafik 4.5
Grafik 4.6

Grafik 4.7

Grafik 4.8

Grafik 4.9

Grafik 4.10
Grafik 4.11
Grafik 4.12
Grafik 4.13
Grafik 4.14
Grafik 4.15
Grafik 4.16
Grafik 4.17

DAFTAR GRAFIK

Halaman
Karakteristik Responden Berdasarkan Jenis Kelamin ............. 74
Karakteristik Responden Berdasarkan Usia...............c.ccccvene. 75
Karakteristik Responden Berdasarkan Program Studi............. 76
Karakteristik Responden Berdasarkan
Tahun Masuk Perkuliahan............c.ccoovniininnen e 77
Karakteristik Responden Berdasarkan Pekerjaan ................... 78
Karakteristik Responden Berdasarkan
Pendapatan Per Bulan ... 79
Penilaian Responden Berdasarkan Variabel Y1.1 .................. 81
Penilaian Responden Berdasarkan Variabel Y1.2 ................... 82
Penilaian Responden Berdasarkan Variabel Y1.3 ................... 83
Penilaian Responden Berdasarkan Variabel Y1.4 ................... 84
Penilaian Responden Berdasarkan Variabel X1.1 ................... 85
Penilaian Responden Berdasarkan Variabel X1.2 ................... 86
Penilaian Responden Berdasarkan Variabel X1.3 ................... 87
Penilaian Responden Berdasarkan Variabel X1.4 ................... 88
Penilaian Responden Berdasarkan Variabel X2.1 ................... 89
Penilaian Responden Berdasarkan Variabel X2.2 ................... 90
Penilaian Responden Berdasarkan Variabel X2.3 ................... 91

XV



