DAFTAR ISI

KATA PENGANTAR ..ottt vii
DAFTAR ISL ..ottt viii
DAFTAR TABEL ...ttt X
BAB | PENDAHULUAN ..ottt 1
A, Latar Belakang .......cccoveiiiiiiiii 1
B. Identifikasi Masalah ............cccooeiiiiiiiii 8
C. RUMUSAN MaSalah ...........cccoiiiiiiie e 8
D. TUjuan PenelItIaNn .........coviiiiiiie e 8
E. Manfaat penelitian..........cccooee i 9
F.  Kerangka BerfiKir ......ccoooiiiiiii it 9
G. Hasil penelitian terdahulu .............ccccooveiiiiiiiccci e 12
H.  HIPOTESIS ..ttt bbbt 14
BAB Il TINJAUAN PUSTAKA . ...ttt 15
A. Kepuasan Pelanggan ... 15
B. Kualitas Pelayanan ..o 17
C. KUaaS ProdUK........ccveiiiiinii it 19
BAB 11l METODOLOGI PENELITIAN.....coocooiiiiiiiet e 23
A, Metode Penelitian ..........ccooiiiiiiiie e 23
B. Populasi Dan SEMPEl .......c.cccooiiiiiiic e 24
C. Jenis Dan SUMDEr DAt ........cccooeiuiiiiiiieieiesie e 25
D. Definisi Operasional Variabel...........cccooiiiiiiiiiiiie e 27
E. Tehnik Pengumpulan Data............cccovveiieiiiiiniieic e 30
BAB IV PEMBAHASAN ...ttt s nee e 40
A. Gambaran Umum Objek Penelitian ..........ccocoveiiiiiiiiniiceeec e 40
B. Hasil Dan Pembahasan..........c.ccoooveiiiiiiiiiie e 79
BAB V PENUTUP. ...t 84
A, KESIMPULAN ..ottt 84
B. SARAN ..ot 85

DAFTAR PUSTAKA ... 87



LAMPIRAN



DAFTAR TABEL

Tabel 1.1 jumlah nasabah dan pencapaian target pemasaran PT. Asuransi

Prudential Cabang Bandung Buah BatU.............cccceiiiiiininiiiieeceee s 6
Tabel 1. 2 Kerangka BerpiKil........cccviieiieieiieieesie et 10
Tabel 1. 3 Beberapa hasil penelitian terdahulu....... Error! Bookmark not defined.11
Tabel 3. 1 Oprasional Variabel Penelitian ............cccooceiiiiiiniiiiiiccceeeee 28
Tabel 3. 2 Contoh kategori Jawaban KUISIONET ..........cccoceiiiinininiiieice s 32
Tabel 3. 3Rentang SKala TCR.......ccoi i 36
Tabel 3. 4 Waktu Penelitian..........c.cccooeviiiiiininnnns Error! Bookmark not defined.
Tabel 4. 1 Jenis Kelamin Nasabah .........cccoiiiiiiiiininiiece e 47
Tabel 4. 2 USia NASADAN ......ccoiiiiieieiieiieie et nae e 48
Tabel 4. 3 Pendidikan Terakhir Nasabah ... 49
Tabel 4. 4 Pekerjaan Nasabah .............ccooviiiiiiiii e 50
Tabel 4. 5 Hasil Uji Valditas.........ccccoiiiiiiiiiiieeeese s 51
Tabel 4. 6 Uji ReADITITAS .....ccvoieiiiiei s 53
Tabel 4. 7 Pernyataan XL.L.......cccoieiiiiieieeiieieseest et sre e sreenne s 54
Tabel 4. 8 Pernyataan XL.2........coviiiiiiieiee ettt 55
Tabel 4. 9 Pernyataan XL.3 ... ...ttt 56
tabel 4. 10 Pernyataan XL.4 ...t 57
tabel 4. 11 Pernyataan XL.5 .....ccooiiiieie it 57
tabel 4. 12 Hasil Analisa TCR Variabel Kualitas Produk (X1) ........cccccevvviiieiiieninnns 58
tabel 4. 13 Pernyataan X2.1 .......cooiieiieie e 59
tabel 4. 14 Pernyataan X2.2 ......ccccceieeieiieseesieeeeseesiesae e esae e ste e e sneesneeaessaesseeneeas 60
tabel 4. 15 Pernyataan X2.3 ........c.ccoeiieieiiie i eiie e steesie ettt re e 61
tabel 4. 16 Pernyataan X2.4 ........oooo oottt 61
tabel 4. 17 Pernyataan X2.5 .......cooiiiie e 62
tabel 4. 18 Pernyataan X2.6 .........coceiveieiiieiiesie s 63
tabel 4. 19 Pernyataan X2.7 ......cc.cceiieieiie i ecie sttt sre e 65
tabel 4. 20 Pernyataan X2.8 ........cooi it 65
tabel 4. 21 Pernyataan X2.9 ..o 66


file:///G:/munaqosah/BAB%201-5%20SILMI%20QURROTA%20AINI.docx%23_Toc79326546

tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.
tabel 4.

22 Pernyataan X2.10 .....cooiiiiiiiieiie i 67
23 Pernyataan X2.11 ... 68
24 Pernyataan X2.12 ... 69
25 Hasil Analisa TCR Variabel Kualitas Pelayanan (X2) ........ccccocvveneiinnne 70
26 Pernyataan Y.L ... 71
27 Pernyataan Y1.2 ... 72
28 Pernyataan Y 1.3 ... 72
29 Pernyataan Y14 ..o 73
30 Pernyataan Y1.5 ...ttt s 74
3L Pernyataan Y1.6 ...ccccveiiiiiiiiieciiie sttt 75
32 Pernyataan YL.7 ...ttt 75
33 Hasil Analisa TCR Variabel Kepuasan Nasabah (Y).......ccccovenieniniininninne 76
34 Uji Regresi Linear Berganda.............cccocveveiieiieic i 78
35 HaSil Uji KOTEIASH.......ecivviiiiiiiiiciiie et 79
36 Pedoman Interpretasi Koefisien Korelasi............cccooeveeienniieicsieseens 80
37 HaS UjJi UjJi oo s 81
B8 HASH UjJi T o e 83
39 Hasil Uji Koefisien determinasi .........coocveeeieeiieiieiieieeiesee e 84



