DAFTAR ISI

Halaman

HALAMAN PENGESAHAN ......cciiiiieece e [
PERNYATAAN ORISINALITAS SKRIPSI......coooiiiiee e I
HALAMAN PERSEMBAHAN ...ttt i
MOTTO PERSEMBAHAN ...ttt Y,
ABSTRAKSI ..o v
KATA PENGANTAR ...ttt enae e Vi
DAFTAR ISL...oce ettt e e e e e naeeanes IX
DAFTAR TABEL ...ttt e e e Xii
DAFTAR GAMBAR ...ttt sre e e sare e nnee e XV
DAFTAR LAMPIRAN ...ttt e e XVi
BAB | PENDAHULUAN ... ..ot 1
1.1 Latar Belakang Masalah...............cccccoovoiiiiiiiciicic e 1

1.2 RUMUSAN MaSIAN .....ccoeiviiiiiiiieee s 14

1.3 Tujuan Penelitian.........cccccveiieiiiie e 15

1.4 Manfaat Penelitian..........cccooeiiiiiiiiie s 16

1.5 Kajian PUSTAKA........cceeiiiiiiiieeie et 17

1.5 1 Kajian TeONItIS . ccvciveiieiiieiecie e 17

1.5.1.1  Perilaku KONSUMEN........ccccoviiiiiieiiie e 17

1.5.1.2 Proses Keputusan Pembelian.............ccccevvevvernennn. 19

1.5.1.3 Loyalitas Pelanggan.........ccccecevvvevieieieeieerie e 21

1.5.1.4 Kepuasan Pelanggan..........ccccccooevveveieeinene s, 26

1515  Citra MereK .....ccooooeiiiiiiiiiieieeiee e 32

1.5.1.6 Kualitas Produk..........ccccooervvmvvninnnniiiieieee e 38

1.5.1.7 Kualitas Pelayanan...........c.ccooevvinienenencnnnennn 41

1.6 Kajian EMPITIK ....ccooiiiiiiiiice s 45

1.7 Penelitian Terdahulu .........cccoooviieiieii e 54

1.8 Pengaruh Antar Variabel ... 64

1.9 HIPOTESIS. .. ettt 71



1.10 Kerangka PEMIKIFAN ........ccccoiiiiiieieieese e 73
1.11 Definisi Konsep, Operasional, dan Indikator.............ccccooevvniennnnne. 74
1.11.1 DefiniSi KONSEP ...cuviviiiieiieieieiie ettt 74
1.11.2 Definisi Operasional dan Indikator ............ccccceeveiiiinininnnnn. 76

1.12 Metode Penelitian..........cooviiiieiie i 80
1.12.1 JeniS Penelitian .........cccovveieiienieie e e 80
1.12.2 Ruang Linggkup Penelitian .............cccccevivieiecieiie e, 80
1.12.3 Alasan Lokasi Penelitian ..........ccccoovvinivnininienene e 80
1.12.4 SUMDEI DAt@.....ccoiviiiiiiieiieieiese e s 82
1.12.5 Populasi dan Sampel ..o 83
1.12.6 Teknik SAmpling .......ccccoveviiieiieicce e 84
1.12.7 Teknik Pengumpulan Data.............ccccovveviiiieieeieiie e 86
1.12.8 Teknik Pengukuran Data............cccccoveveeviiiieieeie e 86
1.12.9 Uji Validasi dan Uji Reabilitas............ccccceveiveieiiciiciec, 87
1.12.10 Teknik Analisis data.........ccccovererieiininieieieee s 89

1.13 ANALISIS JAIUT ... 93
1.13.1 UJi HIPOTESIS ...ttt 96
BAB Il GAMBARAN UMUM OBYEK PENELITIAN ......cccoceiiiiiiieeeen, 98
2.1 Profil PErusanaan..........cccocoveiiiiiiiieieie e 98
2.2 Sejarah Restoran The House of Raminten ...........c.ccccovevviieivccieenen, 98
2.3 VIS AAN MISH c.eiviiiiiiieieieie e 102
2.4 Struktur Organisasi The House of Raminten ............c.ccccoeeviieieennean 103
2.5 Produk Restoran The House of Raminten..........ccccccoccevivevvnininennns 103
2.6 Pelayanan Restoran The House of Raminten............cccoccevevvieiennnnns 105
BAB 111 HASIL PENELITIAN DAN PEMBAHASAN ........cccccoviieiiieee, 108
3.1 Hasil Uji Instrumen Penelitian ............ccocovineiiiinienene e 108
311 Uji Validitas ......cccooevviiiieiecccce e 108

3.1.2 Uji Reliabilitas.........cccoviiiieiiieiiecee e 110

3.2 Karakteristik ReSpoNden ..........cccvevieiiieiie e 111
3.2.1 Jenis Kelamin Responden .........ccccovevveiiiiiie e 112

3.2.2 UsSia ReSPONAEN .....ccviiiiiiie e 113

3.2.3 Jenis Pekerjaan ReSpoONden ..........cccecvvvevvevieeveesie e 114



3.2.4 Pendapatan atau Penghasilan Perbulan Responden.............. 116
3.3 Teknik Analisis Data..........ccovveieiieiiniesiese e 118
3.3.1 Analisis Deskriptif Variabel Penelitian..............ccccocvnvnnne. 118
3.3.2 Analisis Statistik Deskriptif Variabel Citra Merek .............. 118
3.3.3 Rata-rata item Pernyataan Variabel Citra Merek ................. 123
3.3.4 Analisis Statistik Deskriptif VVariabel Kualitas Produk........ 125
3.3.5 Rata-rata tem pernyataan variabel kualitas produk .............. 134
3.3.6 Analisis Statistik Deskriptif Variabel Kualitas Pelayanan ... 135
3.3.7 Rata-rata item pernyataan variabel kualitas pelayanan ........ 149
3.3.8 Analisis Statistik Deskriptif Variabel Kepuasan Pelanggan 151
3.3.9 Rata-rata item pernyataan variabel kepuasan pelanggan...... 155

3.3.10 Analisis Statistik Deskriptif Variabel Loyalitas Pelanggan . 157

3.3.11 Rata-rata item pernyataan variabel loyalitas pelanggan....... 161

3.4 Analisis Statistik Inferensial............cccocoooiiiiiiiniiinn 162
3.4.1 Evaluasi Model Pengukuran (Outer Model) ...........cceeveeee. 162

3.4.1.1 Convergent Validity...........coovveviveveiiienicieseee 163

3.4.1.2 Diskriminant Validity ..........c.ccooevviinencninenen 165

3.4.1.3 Composite Reliability ........ccccoooviiiiniiiiiiien 168

3.4.2 Evaluasi Model Struktural (Inner Model) ... 168

3.4.2.1  Pengujian R-SQUATe ........cccovrererieieese e 169

3.4.2.2  Perhitungan Q-SQUAre .........ccccevervrrrerieneresieneeans 170

3.4.2.3  Perhitungan menggunakan Goodness of fit ......... 170

3.4.3  Pengujian HIPOTESIS.....cc.coveriiriiriiiniinesieeee e 171

344 ANaAlSIS JAIUT ..o 178

3.4.5 Pembahasan ........ccccciieiiiieiiiee s 181

BAB IV PENUTUP ...ttt nen e 193
4.1 KESIMPUIAN...c.iiiiiiieie e 193

A2 SAIAN ...t e e nneas 195
DAFTAR PUSTAKA ...ttt 198
LAMPIRAN ...ttt st se st sa et et nanre s 203

Xi



