DAFTAR ISI

HALAMAN SAMPUL DEPAN..... oottt ettt e e nnnaeenes i
HALAMAN SAMPUL KEDUA ... ..ottt a e e et e nnaaeannaae s I
HALAMAN PENGESAHAN ... ..ottt et e e nnae e nnee e nee e ennee s iii
PERNYATAAN KEASLIAN KARYA TULIS ...t v
ABSTRAK ..ot e e e e e — et e e et e et aeeanrteeanreeearreeareeean \
HALAMAN PERSEMBAHAN ... .ottt e aae e see e saee e nnaae e vi
AN I o N L N A [ A SR vii
) I B ) RSSO iX
[Nl I o AN = PSP Xii
DAFTAR GAMBAR ...ttt e e e et e e st e e e e nte e e ante e e nnaeesseeeaneeennnes Xiii
DAFTAR LAMPIRAN . ...ttt ettt e e st e e e e et e e e e s st e e e e e nntaaeeeannnneeas Xiv
BAB | PENDAHULUAN ...ttt ettt e e et a e e e s st e e e e snan e e e e nnnaneeeann 1
A, Latar BelaKang .........ooiiiiiiiiee s 1
B. RUMUSAN MaASAIAN.........eiiiiieice ettt sreene e 9
C. TUJUAN PENEIITIAN .. .ottt esae e esraenaeaneeas 10
D. Manfaat PENEITIAN .......coviiiiiieie bbb 11
BAB 1l TINJAUAN PUSTAKA ..ottt et 12
N 14 To - Vg I =T PPV RPP PRI 12

1. Loyalitas PElanQQan .........cccoveiiiieieeie ettt 12

P I\ 14 - L DRSS UP P UPRTPR 15

I T o -1 (- U SR UP PR UPRRPPP 21

O (014410 ] TPV UR S PRRPRPR 28



B. Hubungan Antar Variabel ... 35
C. Penelitian TerdaNuIU ..........coooiiiii e 39
D. Kerangka Penelitian ............cooiiiiiiiiiice s 41
B HIPOTESHS ...ttt bbbt 42
BAB 1l METODE PENELITIAN L..ooiiiiii ittt 43
A. Rancangan Penelitian...........ooiiiiiiiiic e 43
B. Populasi dan Sampel PENEITIAN .........cccoiiiiiiiiei e 43

Lo POPUIBSE. ..ottt 43

2. SAMPELL..eei e 44
C. Teknik Pengambilan SAmMPel ..o 44
D. BESAran SAMPEL.........oiiiiiiiieit et 45
E. Jenis Data dan Pengumpulan Data...........ccoceoeiiiiiinininieicee e 45

N [T 01 I | - ST SRUR P TPPTRPRPR 45

2. Metode PengumpPUIAN Data..........cooiiiiiiieieie e 46
F. Klasifikasi Variabel PENEITIAN ..........cccooiiiiiiii e 46
1. Variabel Bebas (Variabel Independen/ Independent Variable)...........ccccoovviiiiiicinnnn 46
2. Variabel Terikat (Variabel Dependen/ Dependent Variable) ..........cccccovevveieiiciieieenns 46
3. Variabel INTEIVENING ....cveivieiice ettt e et esre e s e e e e sreenaeeneens 47
G. Definisi Operasional Variabel.............cccooveiiiiiiiiiecc e 47
H. Skala Pengukuran Variabel ..............ccovoiiiiiiciic e 51
I, Metode ANALISIS DALA.........cceviiiiiiei e 52
BAB IV HASIL ANALISA DAN PEMBAHASAN. ... 64
A, HASH PENEIITIAN ... 64
B. Deskripsi Karasteristik RESPONUEN .........ccvveiieiiiii e 64
C. Deskripsi Variabel PENelitian ............ccooviiiiiiiiccecc e 66



Xi

D. ANGALISIS PLS....cei bbb 74
E. PengUJIAN HIPOTESIS .....viuieiiiiiieiteitesiese et 86
F. PEMDANASAN. ... .ot 90
BAB V KESIMPULAN ...ttt ettt ettt st e et e snne e nneesnee 98
AL KESIMPUIAN <.t b et n s 98
B SAIAN ... s 99



xii

DAFTAR TABEL
Tabel 2.1. Penelitian TerdaNUIU ..........cccooiiiiiiie s 39
Tabel 3.1. Tabel SKOr SKala LIKEIt ..........cccoviiiiiiiiicesc s 52
Tabel 3.2. Hasil Uji Validitas INStTUMEN .........ccoiiiiiiie e 54
Tabel 3.3. Uji ReabilitaS INStIUMEN ......cc.ociiiiecece e 56
Tabel 4.1. Jenis Kelamin RESPONUEN ........cooiiiiiiiee ettt 64
Tabel 4.2. USIa RESPONUEN .......ooviiiiecie ettt sre et esraenaeaneens 65
Tabel 4.3. Pendidikan RESPONUEN.........ccui it nneas 65
Tabel 4.4. Masa Kerja RESPONAEN ........cc.oiiiiieiicie ettt sre e 66
Tabel 4.5. Hasil Analisis Deskriptif Kompetensi Pegawai............cccccevveveiieiieineieieeseanens 67
Tabel 4.6. Hasil Analisis Deskriptif Variabel Harga ...........c.ccccooeiiiiieii i, 70
Tabel 4.7. Hasil Analisis DesKriptif PromOSi .........cccoveiiiiiiiciicic s 71
Tabel 4.8. Hasil Analisis DesKriptif Kepuasan ............cccccveieiieiieie e 72
Tabel 4.9. Hasil Analisis Deskriptif LOYalitas..........ccccccvveiiiiieiiciicie e 73
Tabel 4.10. Nilai Loading Factor INdiKator ..o 76
Tabel 4.11. NIAT AVE ...ttt et anee s 77
Tabel 4.12. Validitas DeSKIMINGN ...........ccoiviiiiiiiieese e 77
Tabel 4.13. Reliabilitas KONSIUK ...........ccoiiiiiiiiiec e 78
Tabel 4.14. R SQUAre MO .........cuvoiiiiiii e 79
Tabel 4.15. Q2 Predictive REIEVANCE. ..........ooiciei ettt 79
Tabel 4.16. Fit MOl PLS........oo et 80
Tabel 4.17. Hasil Uji SIgnifiKanSI..........cccoiiiiiiiiiicic e 81
Tabel 4.18. Besar Pengaruh Parsial (f2) ..o 84
Tabel 4.19. Pengaruh Tidak LangSUNG .......ccceeieiieienie et sre e sree e sneens 85



Gambar 1.1.

Gambar 1.2.

Gambar 1.3.

Gambar 2.1.

Gambar 3.1.

Gambar 4.1.

Gambar 4.2.

Gambar 4.3.

Xiii

DAFTAR GAMBAR

[ImuOne Data Agustus-Desember 2017 .......cccvevvieeieeresie e 2
IImuOne Data Agustus-Desember 2017 .......cccvevvieeieeieiie e 2
IImuOne Data Agustus-Desember 2017 .......cccvevvieeieerecie e 3
Kerangka Model PENEIItIaN...........cccoveieiieiieie e 41
SPeSIdiKasi MOUEI PLS .......c.ooiiiiee st 59
SPeSIdiKasi MOUEI PLS .......c.ooieiiee e 74
Hasil Estimasi Model PLS (AIgOrithm) .........cccooveiieiiiicce e 75
Hasil Estimasi Model PLS (BOOtrapping) ......ccccoveveeienieieeie e e e sneese e 81



LAMPIRAN

LAMPIRAN

LAMPIRAN

LAMPIRAN

LAMPIRAN

LAMPIRAN

LAMPIRAN

LAMPIRAN

LAMPIRAN

LAMPIRAN

LAMPIRAN

Xiv

DAFTAR LAMPIRAN

L KUISIONER ..o, 102
2 KARASTERISTIK RESPONDEN........ccociiiiiiiii s 112
3 HASIL ANALISIS DESKRIPTIF KARAKTERISTIK RESPONDEN .....116
4 DATA HASIL PENELITIAN 30 RESPONDEN.......ccccooiiiiiiiiiiin, 118
5 DATA HASIL PENELITIAN 105 RESPONDEN.......ccccoooiiiiiiiiici, 122
6 HASIL ANALITIF DESKRIPTIF VARIABEL PENELITIAN ................. 131
7 PENGUJIAN OUTER MODEL .......cccoiiiiiiiiiiie 138
8 PENGUJIAN OUTER MODEL .......cccoiiiiiiiiie, 140
9 PENGUJIAN GOODNESS OF FIT MODEL PLS ......ccocooiiiiiiiiici, 143
10 HASIL PENGUJIAN OUTER MODEL .......ccooiiiiiiiiie 145
11 UJI VALIDITAS RELIABILITAS INSTRUMEN ..o 148



