DAFTAR ISI

ABSTRAK ...ttt ettt e e st e s s e s s iv
KATAPENGANTAR ......ooiiiiiiite e s v
BAB I PENDAHULUAN ......ooiiiiiiiiiiiecte ettt 1
A. Latar Belakang Penelitian ..........ccccocvoiiiiiveiiiiiiiiiiniiieiinceninseesssseesssnen 1
Identifikasi Masalah .........cooovveiiiiiiiiiiiiieiineincee e 15

C. Batasan Masalah.........ciiniiiiiiiniiiiiinieninnencnsees e 17
D. Rumusan Masalah ... 18
E. Tujuan Penelitian........cccceeiiiiiiiiiiicmeniiiiiiiininnnniiiininssnnnnssssennnee. 18

F.  Manfaat Penelitian ..........cccviiiiiiiiiniinniiiiniiiinniinnnenniineniesensse. 19
G. Jadwal Penelitian.......cccconiinieiiiniiiiiniiniininneiiiniiiinieneiesiesiemsses 21
H. Sistematika Penulisan..........c.ccccevvieiiiiiniiiiiiiiiiiiiiecincnecncnecnsseecssssanee 22
BAB II TINJAUAN PUSTAKA .......ooiiiiiiiti ettt et s 23
A, KonSep dan Teori.........ccuuviiiiiiiiiiiiiiiiiiiiie et siree e e e s sirrree e e e e e eas 23

L. MaANGJEIMEIL . .eeeiiiiiiiee ettt ettt s st e s e s e snre e s s 23

2 Manajemen Pemasaran .........coevveeeiiieenieeeniee e 30

3 STOT€ AIMOSPREFE ...ttt 36

4.  Retail Service Quality (RSQ)...covieeiiiiiniiiieniie e 41

5 Keputusan Pembelian ..........cccovveiiiiiiiieienic e 47

B. Kajian Penelitian Terdahulu ...............cociiiiiiiiiii e, 52
C. Kerangka BerpiKir ..........cccoocoiiiiiiiiiiii e 58
D, HIPOLESIS....coooneiiiiiiiiieee e e e 64
BAB III METODOLOGI PENELITIAN ........cccoooviiiiiiiiiiieeces 66
A. Metode dan Pendekatan ...............ccooveiiiiiiiiiiiiie 66
B. Waktu dan Wilayah Penelitian...................cccoooiiiiiii e 67
C. Populasi dan Sampel...............cccooiiiiiiiiiiiiii e 68
D. Datadan SumberData..............ccooiiiiiiiiiiii 71
E. Teknik Pengumpulan Data...............cccoooiiiiiiiiiiiiii e 72

F.  Variabel Penelitian..............cccccooriiiiiiiiiiii e 74
G. Operasional Variabel .................c.coociiiii e 77
H. Teknik Analisis Data............ccccoooiiiiiiiiiiiiii e 78

viii



1. Uji Instrumen Penelitian .........ccoceeerieiiiiiiiiiie e 79

2 ANAlisisS DESKIIPLIT....ccciviiiiiiiiiiiii it s rire e 80

3 Uji ASUMST KIASIK ...vveeiiiiiiiiiiiieieiniieee st 80

4.  Analisis Regresi Linier Berganda...........ccccovcveiiiiiiniiiineiiie e 82

5 Pengujian HIpotesis....c.coveirreiriiieiiiiiiieienree et 83
BAB IV HASIL PENELITIAN DAN PEMBAHASAN.......cccceoiiiiiiienceeeeeeiene 85
A. Gambaran Umum Wilayah Penelitian..................cccccoooiniiiiiien, 85

1. Sejarah Berdirinya Dan+Dan Indonesia .........cc.cccoeveveviiieeiiiiciiieneceeee 85

2. Visi, Misi dan Nilai ToKO Dan+Dan ..........eeeeeeeeeeieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee 86

B. Pengujian dan Hasil Analisis Data .................cccocoiiiiiniiinee, 88

1. Analisis Deskriptif Statistik .......ccceevoevriiiriiiii e 88

2. Karakteristik Responden Penelitian .........cccceeveveeeiiiiiereiiciienesiiieeeeniieee s 90

3. Deskripsi Hasil Penelitian...........coccveeririiiieiiiiiieeeiniieeesnieeessnieeeessieeeessenens 91

4. Uji Analisis Instrumen Penelitian............cceevvveeiiiiinierinieiinieeiiceniee e 105

5. Uji ASUMSE KIASTK tvevieriiieriiiiieieiiiieie it esieee s siee e e ssreee s sereee s snaneeeesenes 108

6.  Analisis Regresi Linear Berganda..........cccccovvvieeiiiiiieiiincieee i 112

7. UJi HIPOLESIS ..eeeueiieiiiee ittt ettt ettt sttt ettt e st s s e s 114

8. Koefisien Determinasi ........cueeeruieeeriererieeenieeesieee sttt esiiee st e sieeesreeeaeee s 117

C. Pembahasan.............ccooooiiiiiiiiiiii e 119
BAB YV PENUTUP. ..ottt st 132
A, KeSIMPUIAN ... 132
B. Keterbatasan Penelitian ..............ccccoceiiiiiiiiiiiiii e 133

L GT T 1 ¢ ) | PP OPTPPPPPPRTO 135
DAFTAR PUSTAKA ..ottt 138
LAMPIRAN ..ottt sttt sttt sbe e sttt e b st e bt e sseenaneenees 143



