DAFTAR ISI

LEMBAR JUDUL....uccccernrnereccscnneecsens i
PERNYATAAN KEASLIAN KARYA TULIS SKRIPSI iii
LEMBAR PENGESAHAN .......ccceeeevuneeee Kesalahan! Bookmark tidak ditentukan.
ABSTRAK .cciteiiiininniinissnnnicssssssissssssssessssssssssssssssssssssssssssssssssssssssssssssssssssssssssass \
HALAMAN PERSEMBAHAN ....coonniiinnnnniicscssnsicsssssnsecssssssssssssssssessssssssssssssass vi
MOTTO cuueoniiiiiennensninsnenseesssnnsssecssessssesssessssssssassssesssasssassssassssssssasssassssassssasssss viii
KATA PENGANTAR......eicrcneicsnanes ix
DAFTAR ISLcauuuuiiiiiiiniiiinisnnicsssssnricsssssssscssssssssssssssssssssssssssssssssssssssssssssssssssssssssass xi
DAFTAR TABEL ......ccccovvuriicrcvnnneccen Xiv
DAFTAR GAMBAR........cccovverervuricrcnneene XV
DAFTAR LAMPIRAN ..uiiiiiiinnniicsssnnsicsssssssissssssssssssssssssssssssssssssssssssssssssssssass Xvi
BAB I PENDAHULUAN .....ccitnnttienssnticsssssssessssssssessssssssssssssssssssssssssssssssssssssssssssss 1
A. Latar Belakang Masalah..........cccccoocviiiiiiniiiniieciieicece e 1

B. Rumusan Masalah ...........ccoociieiiiiiiiiiiie e 6

C.  Tujuan Penelitian ..........cccoeveieeriieriiierie et este e sreesreeseree e e sreesnsaesnnee e 7

D. Manfaat Teoritis Dan Praktis.........cccccovieiieiiiiiieieeee e 7

BAB II TINJAUAN PUSTAKAL.....uuiiiiuriinsnricssnnissssnissssssssssssssssssssssssssssssssssssssssss 9
N 7 T L R I<T0) o U SRRUPRR 9

1. Customer EXPECIALIONS .........cc.ueeeeveeeeiieeeecrieeeiiieeesitseeseeiseeessseeessseesesnns 9

2. Customer Perceived Value..............cccooccuevoeiiiiiiiiiiieiieeeeeeeseeeeene 11

3. Customer Perceived QUALity ..........cccovvuiniiniiniieniiiiiiiiteeee e 15

4. LoyalitaS MEreK......c.ccoovveriieiiieieeriie e eee e ere e eeee e e saee e s 17

B. Penelitian Terdahulul .........ccocooiiiiiiiii e 20

C. Pengaruh Antar Variabel .........c.coocoviviiiiiiiiiniieeiiecieeee e 21

1. Pengaruh Customer Expectations terhadap Loyalitas merek .................. 21

2. Pengaruh Customer Perceived Value terhadap Loyalitas Merek ............ 22

3. Pengaruh Customer Perceived Quality terhadap Loyalitas Merek.......... 23

D. Kerangka Konseptual .........ccccvevevieriiiriiieniieriierieesreesreesve e sreesreeseree e 24

E.  HIPOTESIS ..evviiiiiiieeiiiie ettt eeitee e ettee ettt e et e e stve e e estveeeetseeeeseseeesnssaeeenssaeennns 24

BAB III METODE PENELITIAN 26

X1



A. Jenis dan Pendekatan Penelitian ...........oouueueeeeeiiiiiiiiiiiiiiieeeeeee e 26

B. Objek dan Waktu Penelitian............ccooouveiiiiiiiiniienieeceeeece e 26
1. Objek Penelitian ..........ccccveeieeiiiiiiiieeciiee et eeee e e e eraee e 26

2. Waktu Penelitian.........cccoeiiiiiiiiiiieieee ettt 27

C. POPULASI ..ottt et et e n 27
D. Sampel dan Teknik Pengambilan Sampel ..........ccooeieviiiiiiieniiiiieieeeeee, 28
| ' 013 1<) PSR 28

2.  Teknik Pengambilan Sampel ...........cccoccvveviiiiniiiiiiiieeieee e 29
Jenis Data Penelitian ...........cocoeiiiiiiiiiiiiee e 29

F. Prosedur Pengambilan Data ...........c.ccecvveviiiiiiiiiienriecieereecree e 29
Klasifikasi Variabel Penelitian ...........coccoooeriiiiiniiiienienieceeeeececeee 30

1. Variabel Independen..........ccccveeviiiiiiencieiiie ettt 30

2. Variabel Dependen ..........cccocvieviiiniiiiiiieie e 30

H. Definisi Operasional Variabel ............ccccoeiviiiiiiiiiiiniiieeiee e 31
1. Skala Pengukuran Variabel.............cccceevieiviieiiiieiiie e cree e 32

I Uji Instrumen Penelitian............coccviiiieiiiiiiiie e 34
Lo UJi ValIdItas....ooeeeeiieiieeeieeeiee ettt ettt e 34

2. Uji REHADILItAS ... .ecitvieiiieciiieciie ettt ettt et evveetreeaeeeareeavee s 37

J. Metode Analisis Data........coouiiiiiiiiiiiiiee e 38
1. Analisis Deskriptif........ccccceiiiiiiiiiiiieee et 38

2. Analisis Kuantitatif..........cocoovoiiiiiiiiiiiieeeeececee e 38

3. UJi HIPOtESIS .eeeuetieiiieeiiieiiiie ettt ettt ettt e e ettt e e s 39
BAB IV HASIL PENELITIAN DAN PEMBAHASAN eeed2
A, Analisis DesKIiptif.......c.ccciiiiiiiiiiiiiie e 42
1. Karakteristik ReSponden..........ccceecevieieiieiiiieiiieciie et 42

a. Jenis Kelamin .....coocuoiiiiiiiiiiiiiiie e 42

D USIA ittt ettt ens 42

C. Besar Pendapatan...........cccccoeeiiiiiiiiiiiiee e 43

2. DesKkriptif Variabel ...........ccoceviiiiiiiiiiciiee e 44

A, CUSIOMEY EXPECIATIONS .....ccovueeeiaiiiiieiiie ettt ettt 44

b.  Customer Perceived Value.............cccccooveiiiiiiioiiiiiiiniiiiiieieeneesee e 46

c.  Customer Perceived QUALILY ..........cccovciiviieiiiiiaiiieiee e 47

d. Loyalitas METeK........ccceerrieriieeiieeiie ettt vee e e s 48
Hasil Analisis Kuantitatif............coocoiriiiiinieee e 49

Xii



B. Hasil Analisis Pembahasan............ooovviiuimieiiiieiiiiieeeeeeeeeeeee et 53

1. Pengaruh Customer Expectations terhadap Loyalitas Merek.................. 54

2. Pengaruh Customer Perceived Value terhadap Loyalitas Merek ............ 55

3. Pengaruh Customer Perceived Quality terhadap Loyalitas Merek.......... 56

BAB V KESIMPULAN DAN SARAN 58
A, KESIMPUIAN ..oiiiiiiiiieciiecieecee ettt e e taeenneenes 58

B. SAran .cocoieii e e 59

1. Bagi Greenpark APart€men ..........ccceeeeveerireriierireenieenreesreesseesseesneens 59

2. Bagi Penelitian Selanjutnya..........ccccceeeevvevieeriienieeie e eee e eeee e 60
DAFTAR PUSTAKA ....uuootrtinteentecsnnisnensseesssesssssssesssassssesssssssssssssssssasssssssassss 61
LAMPIRAN ..ciiiiiiitininteinntecsseecsssteesssnessssnscssssssssssscsssssssssasssssasssssasssssasssssassssas 66

xiii



DAFTAR TABEL

Tabel 1.1 Jumlah Wisatawan Kota Yogyakarta...........cccccoveeviriininiiniiniincnicnnns 1
Tabel 2.1 Penelitian Terdahulu ..........ccccooiiiiiniiiiiiineeeen 20
Tabel 3.1 Waktu Penelitian............ccooevieiiiiienieieeieseeeeeeeee e 27
Tabel 3.2 Definisi Operasional Variabel..........cccccooeviieeiiienciieeiece e 31
Tabel 3.3 SKala LIKeTt.......cccuiiiiiiiiieiieeciee et 33
Tabel 3.4 Skala Interval Kriteria Jawaban Responden .............cccoeceeecvveniiiiiiennns 34
Tabel 3.5 Uji ValIditas .....ccovieeuieiiieiiecieeiieeee ettt ee e ens 35
Tabel 3.6 Hasil Uji Realibilitas.........c.cccccvveeiiieeiiieeiieeeeeee e 37
Tabel 4.1 Responden Berdasarkan Jenis Kelamin ..........cocccoceeviriniinininnnennn. 42
Tabel 4.2 Responden Berdasarkan Usia...........cccceeeeuierieeiiieniieniiieniecieesie e 43
Tabel 4.3 Responden Berdasarkan Besar Pendapatan ............cccccooeeiieeniiennnnennn. 43
Tabel 4.4 Analisis Deskriptif variabel Customer Expectations ............................. 45
Tabel 4.5 Analisis Deskriptif variabel Customer Perceived Value........................ 46
Tabel 4.6 Analisis Deskriptif variabel Customer Perceived Quality ..................... 47
Tabel 4.7 Analisis Deskriptif variabel Loyalitas Merek ............ccoooeiiiinininnien. 48
Tabel 4.8 Model Persamaan Regresi.......cueeviieeiiieeiiiieciieeciieecee e 49
Tabel 4.9 Hasil Koefisien Determinasi (R2)..........cccovveeviiieeiiiiiiiieeieecee e 50
Tabel 4.10 Hasil Uji £ (Simultan)..........ccceovieeeiieiiiiiiieieeieeieeie et 51
Tabel 4.11 Hasil Uji t (Parsial) .......cccveeeiiieeiiieeiieeeeee e 52

Xiv



DAFTAR GAMBAR

Gambar 2.1 Kerangka Konseptual ....... Kesalahan! Bookmark tidak ditentukan.

XV



DAFTAR LAMPIRAN

LAMPIRAN I KUESIONER PENELITIAN.......coociiiiiiiiiieneeecceeeceeeee 67
LAMPIRAN II TABULASI DATA 34 RESPONDEN......cccccociiiiiniiiniinieceee 80
LAMPIRAN IIT HASIL UJI VALIDITAS DAN RELAIBILITAS .......cccccceneee. 85
LAMPIRAN IV TABULASI DATA 118 RESPONDEN ......ccccooiiiiiiiiiiiiiins 91
LAMPIRAN V HASIL ANALISIS DATA ....cooiiieeeeeeeeeeeeeecee e 105
LAMPIRAN VI SURAT IZIN PENELITIAN. ......cccciniiiiircicccceeseceeeeenens 101

Xvi



