DAFTAR ISI

LEMBAR PERSETUJUAN SKRIPSI.......cooviiiiiiiiiie e i
HALAMAN PERNYATAAN KEASLIAN. ... . i
HALAMAN PENGESAHAN ..ot i
UCAPAN TERIMA KASIH ... WY
DAFTAR ISH.coiiiiii e e e e e e e aaaen viii
DAFTAR TABEL... .o X
DAFTAR GAMBAR ...t Xi
DAFTAR LAMPIRAN . ... xii
BAB | PENDAHULUAN. ...t 1
1.1 Latar BelaKang ........ooieeeieiiiii e 1
1.2 Identifikasi Masalah .............ooiiiiiiiiii 6
1.3 Pembatasan Masalah ...............uuuiiiiiiiiii 6
1.4 Perumusan Masalah...........coouuuuiiiiiei e 6
1.5 TUJuan PenelITIAN ... ...coviiiiieieii s 7
1.6 Manfaat PENEIITIAN ..........iie i 7
BAB 1 LANDASAN TEORI ..ottt 8
2.1 KePUASAN PEIANGGAN. ... ..ttt e e e e e e e e e e 8
2.2 KUAITAS LAYANAN ......uieeeeee et e et e e e e e e e eees 12
2.3 FASTIITAS 1.ttt e 15
2 A HAIGA et 18
2.5 Penelitian TerdanUIU.............uuuiiiiiiiii e eaaaees 22
2.6 Hubungan Antar Variabel............coooiiiiiii e 26
N o 110 (= PP 27
2.8 Kerangka Penelitian ............uuuuiiiiiiiiiii e 28
BAB 11l METODE PENELITIAN ... 29
3.1 DeSain PeNEIITIAN ....cciieiiiie e e 29
3.2 JeNISPENElITIAN. ....cciiiiii e 29
3.3 Subjek dan Objek Penelitian............coooovviiiiiiiii e 30
3.4 Jenis dan SUMDEr Data.........ccovvvuuiiiieiieiii e 30

35 Populasi, sampel, dan teknik pengambilan sempel............cccccooiiieiiiiiiiiiiinininnns 31



3.6 UL AN SIS - ettt ettt e e e e s 32

3.7 Defenisi Operasional Variabel...............oooo e 33
3.8 TeKNik ANAIISIS DA ........uieeeiiiiiiiiie ettt 36
3.9  Analisis Regresi Linear Berganda..............cccooveeiiiiieiiiiiiiiiin e 38
B D Ui Foeee e 39
B L0 Uittt ettt 39
3.11 KOETiSIBN DEIEIMINASL. ... .vviieeeeeieeiiie ettt e e e e e e e e e e e eeeee 40
BAB IV HASIL PENELITIAN ...t 41
4.1 KaraKteristik RESPONGEN ......ccooiiiiiiiiiiii e 41
4.2 Hasil Uji Validitas dan Reliabilitas................uuvviiiiiiiiis 44
4.3 Analisis DesKriptif Penelitian..............oviiiiiiiiiiiiie e 49
4.4 Teknik ANAliSIS DAta.........uuuuiieiiiiiiii e e 52
BAB V PEMBAHASAN ... 57
5.1 Pembahasan Hasil PENEITIAN.............uviiiiiiiiiii e e e 57
5.2 Temuan PenelTtian. .........coovuiiiiiiie e 60
5.3 Keterbatasan Penelitian..............oooovuuiiiiiiiiii e 60
BAB VI PENUTUP. ... 62
6.1 KESIMPUIAN. ..ot 62
TS - o ORI 63
6.3 IMplikasi Penelitian...........coouuiiiiiiii i 64
DAFTAR PUST AK A e 65

LAMPIRAN. .o 68



