
DAFTAR ISI

Halaman

Halaman Judul ...................................................................................................... i

Halaman pernyataan keaslian skripsi .................................................................... ii

Halaman pengesahan skripsi ................................................................................. iii

Halaman pengesahan kelulusan ujian skripsi ....................................................... iv

Motto dan persembahan ........................................................................................ v

Abstraksi ............................................................................................................ vi

Abstract ............................................................................................................ vii

Kata pengantar ...................................................................................................... viii

Daftar isi ............................................................................................................ ix

Daftar tabel............................................................................................................ x

Daftar gambar........................................................................................................ xi

Daftar lampiran ..................................................................................................... xii

BAB I PENDAHULUAN .................................................................................. 1

1.1. Latar belakang masalah............................................................... 1

1.2.Rumusan masalah......................................................................... 9

1.3.Tujuan penelitian.......................................................................... 10

1.4.Manfaat penelitian........................................................................ 11

BAB II TINJAUAN PUSTAKA ......................................................................... 12

2.1. Landasan Teori .................................................................................. 12

2.1.1. Pemasaran Jasa ......................................................................... 12

2.1.2. Karakteristik Jasa ...................................................................... 14

2.1.3. Bauran Pemasaran Jasa............................................................. 14

2.1.4. Perilaku Konsumen ................................................................. 16

2.1.5. Loyalitas Konsumen................................................................ 17

2.1.6. Experiential Marketing............................................................ 18

2.1.7. Keputusan Pembelian ............................................................. 26

2.2. Penelitian Terdahulu ......................................................................... 27

2.3. Kerangka Teoritis............................................................................... 29

2.4. Hipotesis............................................................................................. 29



BAB III METODE PENELITIAN........................................................................ 36

3.1. Variabel dan Definisi Operasional .................................................... 36

3.1.1. Variabel Penelitian .................................................................... 36

3.1.2. Definisi Oprasional ................................................................... 37

3.2. Populasi dan Sampel ......................................................................... 39

3.2.1 Populasi ...................................................................................... 39

3.2.2 Sampel........................................................................................ 39

3.3. Jenis dan Sumber Data ...................................................................... 40

3.4. Metode Pengumpulan Data ............................................................... 41

3.5. Metode Analisis ................................................................................. 42

3.5.1. Analisis deskriptif ..................................................................... 42

3.8.1. Analisis Kuantitatif..................................................................... 43

3.8.2. Analisis Regresi Linear Berganda .............................................. 46

BAB IV ANALISIS DATA DAN PEMBAHASAN............................................ 50

4.1 Analisis Karakteristik Responden ....................................................... 50

4.2. Uji Validitas dan Reliabilitas ............................................................. 51

4.2.1. Uji Validitas ............................................................................. 51

4.2.2. Uji Reliabilitas.......................................................................... 57

4.3. Analisis Deskriptif.............................................................................. 58

4.3.1. Deskripsi Jawaban Responden pada pertanyaan variabel sense 60

4.3.2. Deskripsi Jawaban Responden pada pertanyaan variabel feel . 61

4.3.3. Deskripsi Jawaban Responden pada pertanyaan variabel think 62

4.3.4. Deskripsi Jawaban Responden pada pertanyaan variabel act .. 63

4.3.5. Deskripsi Jawaban Responden pada pertanyaan variabel relate 64

4.4. Uji Asumsi Klasik .............................................................................. 66

4.4.1. Uji Normalitas .......................................................................... 66

4.4.2. Uji Multikolonieritas ................................................................ 69

4.4.3. Uji Heteroskedastisitas............................................................. 70

4.5. Uji Regresi Linear Berganda.............................................................. 71

4.5.1. Uji F.......................................................................................... 72

4.5.2. Uji T ......................................................................................... 74

4.5.3. Koefisien Determinasi ............................................................. 76



4.6. Pembahasan ........................................................................................ 77

BAB V KESIMPULAN DAN SARAN................................................................ 81

5.1. Kesimpulan.................................................................................. 81

5.2. Saran............................................................................................ 82

DAFTAR PUSTAKA

LAMPIRAN


