UNIVERSITAS ESA UNGGUL

DAFTAR ISI
Halaman
HALAMAN JUDUL ..ottt [
LEMBAR PERSETUJUAN ..ottt i
HALAMAN PERNYATAAN KEASLIAN .....ccccot it iii
HALAMAN PENGESAHAN ......ccoiiiiieie e \Y
KATA PENGANTAR ..ottt %
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI ................ vii
ABSTRAK ...ttt a et viii
DAFTAR IS oo X
DAFTAR TABEL ...ttt Xii
DAFTAR GAMBAR ..ottt xiii
DAFTAR LAMPIRAN ..ottt Xiv
BAB 1 PENDAHULUAN ....ootii s 1
1.1 Latar BelaKang..........ccooveiiiiiiiiie e 1
1.2 Identifikasi Masalah..........cccooviiiiiiiiiince s 6
1.3 Rumusan Masalah...........ccooeiiiiiiiiiieece s 6
1.4 Tujuan Masalah ..........ccoeeiiiieiieiececeee e 6
1.5 Manfaat Penelitian ........ccccviveiieiiiie e 6
BAB 11 LANDASAN TEORI .....ooiiiiiiceccseee e 7
2.1 Teori Terkait Variabel ..........ccoooveiieiiie e 7
2.1.1 Keputusan Pelanggan ..........ccccoveiveieiiieie e 7
2.1.1.1 Pengertian Keputusan Pelanggan ...........cccocvenininiiinnincieen, 7
2.1.1.2 Dimensi Keputusan Pelanggan .............ccccceoveveeieiieiec e 8
2.1.1.3 Faktor-faktor yang Mempengaruhi Keputusan Pelanggan....... 8
2.1.2Brand IMAge ......cocoviieiieieee et 9
2.1.2.1 Pengertian Brand IMage .........ccoovviiieieiene e 9
2.1.2.2 Dimensi Brand IMage..........cccccocvevieiieii e 10
2.1.2.3 Faktor-faktor yang Mempengaruhi Brand Image.................... 10
2.1.3Brand EQUILY.......ccceiiiiicie e 10
2.1.3.1 Pengertian Brand EQUILY........cccccereiiniiiiiiiecee e 10
2.1.3.2 Dimensi Brand EQUILY .........cccccviiieiicie e 12
2.1.3.3 Faktor-faktor yang Mempengaruhi Brand Equity .................. 12
2.1.4 Pengalaman Pelanggan ...........cccccovevieiieie s 13
2.1.4.1 Pengertian Pengalaman Pelanggan.........c.ccoocvvvvenenencnennnn 13
2.1.4.2 Dimensi Pengalaman Pelanggan ............ccccooevveiiiicincciecen, 14
2.1.4.3 Faktor-faktor yang Mempengaruhi Pengalaman Pelanggan ...15
2.2 Penelitian TerdahulU...........ccooviieiienineee s 15
2.3 Hubungan Antar Variabel............c.cccoiiiiiiiiii 20
2.3.1 Hubungan Brand Image Terhadap Keputusan Pelanggan.......... 20
2.3.2 Hubungan Brand Equity Terhadap Keputusan Pelanggan.......... 20
2.3.3 Hubungan Pengalaman Pelanggan Terhadap Keputusan
PelANGGAN ... i 21
2.4 HIPOTESIS ..ttt ettt ae e ra e 22
2.5 Model Penelitian...........ccoooveiviiiieie e 22



UNIVERSITAS ESA UNGGUL

BAB 111l METODE PENELITIAN ...oooiiie e 23
3.1 Desain Penelitian .........cccooveiieiiiie i 23
3.2 Jenis dan SUMDEr DAt .......cccccevveieieniinieniesicseeee e 23
3.2.1 JENIS DALA......eeueeieieiiieie et 23
3.2.2 SUMDEE DAL ..ottt 24
3.3 Populasi, Sampel, dan Teknik Pengambilan Sampel ..................... 24
3.3 L POPUIBST vttt 24
3.3.2 SAMPEL o 25
3.3.3 Teknik Pengambilan Sampel ...........cccooveiviiiiiiicice e 25
B4 UNIE ANAIISIS ..o 26
3.5 Definisi Operasional Variabel ............ccccoevviveiiecicic e 26
3.5.1 Variabel Dependen (Y ). 26
3.5.1.1 Variabel Keputusan Pelanggan (Y ) ....cccccoveviviveiieceeie e, 26
3.5.2 Variabel Independen ( X ) .oocooeiieeiienesie e 26
3.5.2.1 Variabel Brand Image (X1 ) ..occovveveieeieeie e 26
3.5.2.2 Variabel Brand EQUItY ( X2 ) coeoveiiiieiecie e 27
3.5.2.3 Variabel Pengalaman Pelanggan ( Xz ) ...ccccocevveveieececiiesinenn. 29
3.6 Teknik ANalisis Data .......c.ccuveierierieniiie e 30
3.6. 1 UjJi ValIITaS....c..eiveiiiiiiiiciicieeeeiee e 30
3.6.2 Uji Reliabilitas..........cccovveiieiiiiccs e 30
3.6.3 Analisis DISKITMINGAN .......ccveieiieiieiesie e 31

BAB IV HASIL PENELITIAN ..o 34
4.1 Karakteristik RESPONAEN .......coovviiiiiieiiiieeee s 34
4.1.1 Karakteristik Responden Mcdonald’s .........ccccevvviiiiiiniiiniinnnns 34
4.1.2 Karakteristik Responden KFC ... 36
4.1.3 Karakteristik Responden AW...........cccoeiveiiiiieieese e 38
4.2 Hasil Ui INSEFUMEN .....oviiiiiiieeece s 40
4.2.1 Hasil Uji Validitas.........cccocvveiiiiiiiciecc e 40
4.2.2 Hasil Uji Reliabilitas ...........ccooviiiiiiiiiiiiceee e 41
4.3 Hasil Analisis DISKFIMINGN .........cccoooeieiiiiiiiieieeee s 41

BAB V PEMBAHASAN ..ottt ane s 46

5.1 Pengaruh Brand Image (X1) Terhadap Keputusan Pelanggan (Y) 46
5.2 Pengaruh Brand Equity (X2) Terhadap Keputusan Pelanggan (Y) 46
5.3 Pengaruh Pengalaman Pelanggan (Xs3) Terhadap Keputusan

Pelanggan (Y) oot 47

5.4 Temuan Penelitian .......cccoooceiiiiii e 47

5.5 Keterbatasan Penelitian ..........ccocoovveeiivie e 47

BAB VI PENUTUP ......ooitii ettt 49
6.1 KeSIMPUIAN.........oiiiiiiiiiee e 49

B.2 SANAN ..ottt e 49

6.3 Implikasi Penelitian...........cccooviiiiiiiiiiiiiee e 50
DAFTAR PUSTAKA ..ottt rae s 51
LAMPIRAN .ottt ettt st e st e st e s st e s st e e s st e s setaeeseneeeans 55

Xi



UNIVERSITAS ESA UNGGUL

DAFTAR TABEL
Tabel 2.1 Hasil Penelitian Terdahulu ..........cccoocoiiiiiiiiiiii e 16
Tabel 3.1 Ukuran SKala LIKErt...........ccocoiiiiriinniiie e 24
Tabel 3.2 Operasional Variabel Brand Image .........ccccocvvvvevvevesiieceeie s 27
Tabel 3.3 Operasional Variabel Brand EQUItY..........cccooiiiiiiieiencice 28
Tabel 3.4 Operasional Variabel Pengalaman Pelanggan.............cccccvevevvenee. 29
Tabel 3.5 Nilai Alpha Cronchach ... 31
Tabel 4.1 Hasil Validitas Brand IMage ..........ccccovvveieeieiiieseese e 40
Tabel 4.2 Hasil Validitas Brand EQUILY ..........ccooceiiiiiiiinicccec e 40
Tabel 4.3 Hasil Validitas Pengalaman Pelanggan ............cccocevvviieincceseenen. 41
Tabel 4.4 Hasil Relabilitas..........ccooviiiiiiiniiecceiee e 41
Tabel 4.5 Group STALISTICS ......ccveeecieieee s 42
Tabel 4.6 Test of Equity of Group Means...........cccoovvviiiiiniieieieese e 42
Tabel 4.7 TeSt RESUIS ..o 43
Tabel 4.8 Wilks’ LAMBAG ............cc..cccoueeiiiiiiiieiiiieeiiee i e eeie e 43
Tabel 4.9 Canonical Discriminant Function Coefficient .............cc.cocviennenn. 44
Tabel 4.10 Classification RESUILS ........ccccceeierieiiiienieece e 45
Tabel 4.11 Prediksi Loyalitas Responden .............ccccoveveiieiveveiiececce s 45

xii



UNIVERSITAS ESA UNGGUL

DAFTAR GAMBAR

Gambar 2.1 Model Penelitian ..........ccooeeiiieiiiiiisiseeee s 22
Gambar 4.1 Jenis Kelamin Responden Mcdonald’s...........cccoovvviieiiiiiinen. 34
Gambar 4.2 Usia Responden Mcdonald’s .........cccovvevriiiiiiiieiniie e 34
Gambar 4.3 Pekerjaan Responden Mcdonald’s.........cccevveienieiieneiiie e, 35
Gambar 4.4 Frekuensi Pembelian Responden Mcdonald’s.........c.cccccevevneee. 35
Gambar 4.5 Jenis Kelamin Responden KFC ... 36
Gambar 4.6 Usia Responden KFC..........ccovoiiiiiieeiece e 36
Gambar 4.7 Pekerjaan Responden KFC ... 37
Gambar 4.8 Frekuensi Pembelian Responden KFC .........c.cccevvvieevvcieveenee. 37
Gambar 4.9 Jenis Kelamin Responden AW ..........ccocoiiiieieneninenese e 38
Gambar 4.10 Usia Responden AW...........cccvevviieieeneiie e eie e 38
Gambar 4.11 Pekerjaan Responden AW ..........ccoiiiiiieienene s 39
Gambar 4.12 Frekuensi Pembelian Responden AW ..........cccoocvviveveiiieinenn. 39

xiii



UNIVERSITAS ESA UNGGUL

DAFTAR LAMPIRAN

Lampiran 1 Kuesioner Penelitian ...........cccoovevveieiiieiieie e 37
Lampiran 2 Hasil UjJi INStrUMEN .........coooiiiiiiiiieeeeee e 63
Lampiran 3 Data Karakteristik 120 Responden..........c.cccovevvvevviieiveriecnnnn, 71
Lampiran 4 Hasil Analisis DISKImMINGan .........c.ccooovviiiinieieieieescc e 73

Xiv



