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LAMPIRAN 1
DISTRIBUSI FREKUENSI
Jenis Kelamin
Cumulative
Frequency Percent | Valid Percent Percent
Valid Pria 75 55.6 55.6 55.6
Wanita 60 44.4 44.4 100.0
Total 135 100.0 100.0
Usia
Cumulative
Frequency Percent Valid Percent Percent
Valid <17 tahun 35 25.9 25.9 25.9
17 - 25 tahun 79 58.5 58.5 84.4
26 - 35 tahun 21 15.6 15.6 100.0
Total 135 100.0 100.0
Pendidikan
Cumulative
Frequency | Percent Valid Percent Percent
Valid SMU/SMK 21 15.6 15.6 15.6
Diploma (D3) 19 14.1 14.1 29.6
Sarjana (S1) 93 68.9 68.9 98.5
Magister ke atas (S2/S3) 2 15 15 100.0
Total 135 100.0 100.0
Jenis Pekerjaan
Cumulative
Frequency Percent Valid Percent Percent
Valid Pelajar 37 27.4 27.4 27.4
Mahasiswa/Mahasiswi 87 64.4 64.4 91.9
Karyawan Swasta 8 5.9 5.9 97.8
Profesional 3 2.2 2.2 100.0
Total 135 100.0 100.0
Frekuensi
Cumulative
Frequency Percent Valid Percent Percent
Valid Jarang 25 185 185 18.5
Sering 64 47.4 47.4 65.9
Selalu 46 34.1 34.1 100.0
Total 135 100.0 100.0
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LAMPIRAN 2
STATISTIK DESKRIPTIF
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
Bexpl.1l 135 1 5 3.87 1.084
Bexpl.2 135 1 5 3.82 1.139
Bexpl.3 135 1 5 3.87 1.177
Bexp2.1 135 1 5 3.86 1.186
Bexp2.2 135 1 5 3.95 1.155
Bexp2.3 135 1 5 3.94 1.145
Bexp3.1 135 1 5 3.88 1.127
Bexp3.2 135 1 5 3.90 1.174
Bexp3.3 135 1 5 3.77 1.139
Bexp4.1 135 1 5 3.84 1.073
Bexp4.2 135 1 5 3.84 1.099
Bexp4.3 135 1 5 3.90 1.095
Valid N (listwise) 135
Descriptive Statistics
Minimum | Maximum Mean Std. Deviation
Csatl 135 1 5 3.66 1.186
Csat2 135 1 5 3.56 1.244
Csat3 135 1 5 3.70 1.167
Csat4 135 1 5 3.73 1.134
Csatb 135 1 5 3.77 1.197
Valid N (listwise) 135
Descriptive Statistics
Minimum | Maximum Mean Std. Deviation
Loyl 135 1 5 3.61 1531
Loy2 135 1 5 3.59 1.522
Loy3 135 1 5 3.63 1.485
Loy4 135 1 5 3.64 1.473
Loy5 135 1 5 3.61 1.560
Valid N (listwise) 135




Descriptive Statistics
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N Minimum Maximum Mean Std. Deviation
Brand experience 135 1.17 5.00 3.8692 .96835
Brand personal 135 1.18 4.84 3.9155 .80887
Customer satisfaction 135 1.00 5.00 3.7338 1.10515
Customer loyalty 135 1.00 5.00 3.6178 1.48112
Valid N (listwise) 135

Descriptive Statistics
Minimum Maximum Mean Std. Deviation

Bperl.1 135 1 5 3.85 1.181
Bperl.2 135 1 5 3.93 1.267
Bperl.3 135 1 5 4.06 1.232
Bperl.4 135 1 5 3.96 1.239
Bperl.5 135 1 5 3.98 1.225
Bperl.6 135 1 5 3.84 1.209
Bperl.7 135 1 5 3.93 1.229
Bperl.8 135 1 5 3.84 1.132
Bper1.9 135 1 5 3.90 1.192
Bperl1.10 135 1 5 3.93 1.213
Bperl.11 135 1 5 3.99 1.194
Bper2.1 135 1 5 3.90 1.211
Bper2.2 135 1 5 3.88 1.191
Bper2.3 135 1 5 3.96 1.269
Bper2.4 135 1 5 3.94 1.214
Bper2.5 135 1 5 3.93 1.211
Bper2.6 135 1 5 3.90 1.265
Bper2.7 135 1 5 3.95 1.211
Bper2.8 135 1 5 4.00 1.191
Bper2.9 135 1 5 3.95 1.102
Bper2.10 135 1 5 3.86 1.160
Bper2.11 135 1 5 3.96 1.139
Bper3.1 135 1 5 3.97 1.106
Bper3.2 135 1 5 3.95 1.142
Bper3.3 135 1 5 421 1.142
Bper3.4 135 1 5 414 1.066
Bper3.5 135 1 5 4.06 1.170
Bper3.6 135 1 5 4.09 1.168
Bper3.7 135 1 5 3.99 1.149
Bper3.8 135 1 5 4.14 1.101
Bper3.9 135 1 5 4.07 1.052
Bper4.1 135 1 5 3.75 1.104
Bper4.2 135 1 5 3.79 1.140
Bper4.3 135 1 5 3.84 1.099
Bper4.4 135 1 5 3.84 1.057
Bper4.5 135 1 5 3.79 1.087
Bper4.6 135 1 5 3.87 1.125
Bper5.1 135 1 5 3.67 1.227
Bper5.2 135 1 5 3.70 1.236
Bper5.3 135 1 5 3.81 1.069
Bper5.4 135 1 5 3.80 1.132
Bper5.5 135 1 5 3.68 1.150
Valid N (listwise) 135




LAMPIRAN 3
UJI RELIABILITAS DATA
Reliability
Case Processing Summary
N %
Cases Valid 135 100.0
Excludec? 0 .0
Total 135 100.0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.966 12
Item Statistics
[ Mean Std. Deviation
Bexpl.1 3.87 1.084 135
Bexpl.2 3.82 1.139 135
Bexpl.3 3.87 1.177 135
Bexp2.1 3.86 1.186 135
Bexp2.2 3.95 1.155 135
Bexp2.3 3.94 1.145 135
Bexp3.1 3.88 1.127 135
Bexp3.2 3.90 1.174 135
Bexp3.3 3.77 1.139 135
Bexp4.1 3.84 1.073 135
Bexp4.2 3.84 1.099 135
Bexp4.3 3.90 1.095 135
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Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
Bexpl.1 42.56 114.576 .827 .963
Bexpl.2 42.61 113.912 .813 .964
Bexpl.3 42.56 112.905 .827 .963
Bexp2.1 42.57 113.142 .809 .964
Bexp2.2 42.48 112.923 .844 .963
Bexp2.3 42.49 113.550 .824 .963
Bexp3.1 42.55 113.996 .819 .964
Bexp3.2 42.53 112.863 .831 .963
Bexp3.3 42.66 114.137 .802 .964
Bexp4.1 42.59 114.930 .820 .964
Bexp4.2 42.59 113.901 .847 .963
Bexp4.3 42.53 114.206 .836 .963
Scale Statistics
I Mean Variance Std. Deviation N of Items
| 46.43 134.963 11.617 12
Reliability
Case Processing Summary
N %

Cases Valid 135 100.0

Excluded & 0 .0

Total 135 100.0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

I Cronbach's

Alpha

N of Items

.976

42
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Iltem Statistics

Mean

Std. Deviation

Bperl.1
Bperl.2
Bperl.3
Bperl.4
Bperl.5
Bperl.6
Bperl.7
Bperl.8
Bperl.9
Bperl.10
Bperl.11
Bper2.1
Bper2.2
Bper2.3
Bper2.4
Bper2.5
Bper2.6
Bper2.7
Bper2.8
Bper2.9
Bper2.10
Bper2.11
Bper3.1
Bper3.2
Bper3.3
Bper3.4
Bper3.5
Bper3.6
Bper3.7
Bper3.8
Bper3.9
Bper4.1
Bper4.2
Bper4.3
Bper4.4
Bper4.5
Bper4.6
Bper5.1
Bper5.2
Bper5.3
Bper5.4
Bper5.5

3.85
3.93
4.06
3.96
3.98
3.84
3.93
3.84
3.90
3.93
3.99
3.90
3.88
3.96
3.94
3.93
3.90
3.95
4.00
3.95
3.86
3.96
3.97
3.95
4.21
4.14
4.06
4.09
3.99
4.14
4.07
3.75
3.79
3.84
3.84
3.79
3.87
3.67
3.70
3.81
3.80
3.68

1.181
1.267
1.232
1.239
1.225
1.209
1.229
1.132
1.192
1.213
1.194
1.211
1.191
1.269
1.214
1.211
1.265
1211
1191
1.102
1.160
1.139
1.106
1.142
1.142
1.066
1.170
1.168
1.149
1.101
1.052
1.104
1.140
1.099
1.057
1.087
1.125
1.227
1.236
1.069
1.132
1.150

135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135
135

143



Item-Total Statistics

Scale Corrected Cronbach's

Scale Mean if Variance if Item-Total Alpha if Item

Iltem Deleted Item Deleted Correlation Deleted
Bperl.1 160.74 1149.910 .840 975
Bperl.2 160.67 1142.687 .867 975
Bperl.3 160.53 1146.743 .843 975
Bperl.4 160.64 1145.696 .851 975
Bperl.5 160.61 1146.074 .857 975
Bperl.6 160.75 1148.399 .839 975
Bperl.7 160.66 1146.764 .845 975
Bperl.8 160.75 1154.593 .816 975
Bperl.9 160.70 1150.482 .825 975
Bperl.10 160.67 1148.045 .840 975
Bperl.11 160.60 1149.287 .839 975
Bper2.1 160.70 1148.213 .840 975
Bper2.2 160.71 1150.401 .827 975
Bper2.3 160.64 1143.352 .858 975
Bper2.4 160.65 1149.258 .825 975
Bper2.5 160.66 1146.435 .863 975
Bper2.6 160.70 1143.392 .860 975
Bper2.7 160.64 1148.320 .838 975
Bper2.8 160.59 1149.989 .832 975
Bper2.9 160.64 1156.365 .815 975
Bper2.10 160.73 1151.809 .831 975
Bper2.11 160.64 1153.099 .830 975
Bper3.1 160.62 1170.849 .615 976
Bper3.2 160.64 1169.813 .608 976
Bper3.3 160.38 1173.252 .563 976
Bper3.4 160.45 1175.145 579 976
Bper3.5 160.53 1173.236 .549 976
Bper3.6 160.50 1167.013 .629 976
Bper3.7 160.60 1169.122 .613 976
Bper3.8 160.45 1174.458 .569 .976
Bper3.9 160.53 1171.162 .643 976
Bper4.1 160.84 1171.565 .606 976
Bper4.2 160.80 1173.833 .557 976
Bper4.3 160.75 1177.593 .528 976
Bper4.4 160.75 1177.876 .546 976
Bper4.5 160.80 1174.460 577 976
Bper4.6 160.73 1174.409 557 976
Bper5.1 160.92 1186.299 .365 977
Bper5.2 160.90 1189.497 .324 977
Bper5.3 160.79 1187.095 413 976
Bper5.4 160.79 1189.285 .359 977
Bper5.5 160.91 1186.694 .386 977

Scale Statistics

Mean Variance | Std. Deviation | N of ltems
164.59 | 1218.616 34.909 42
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Reliability
Case Processing Summary
N %
Cases Valid 135 100.0
Excludec? 0 .0
Total 135 100.0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.962 5
ltem Statistics
Mean Std. Deviation N
Csatl 3.66 1.186 135
Csat2 3.56 1.244 135
Csat3 3.70 1.167 135
Csat4d 3.73 1.134 135
Csatb 3.77 1.197 135
ltem-Total Statistics
Scale Corrected | Cronbach's
Scale Mean if| Variance if | ltem-Total [Alpha if Item
Iltem Deleted (Item Deleted| Correlation Deleted
Csatl 14.76 19.779 .888 .954
Csat? 14.86 19.286 .889 .954
Csat3 14.73 19.827 .900 .952
Csat4 14.69 20.156 .894 .953
Csatb 14.65 19.617 .896 .953
Scale Statistics
Mean Variance | Std. Deviation | N of Items
18.42 30.544 5.527 5
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Reliability
Case Processing Summary
N %
Cases  Valid 135 100.0
Excluded?® 0 .0
Total 135 100.0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.989 5
Item Statistics
Mean Std. Deviation N
Loyl 3.61 1.531 135
Loy2 3.59 1.522 135
Loy3 3.63 1.485 135
Loy4 3.64 1.473 135
Loy5 3.61 1.560 135
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alpha if ltem
Item Deleted Iltem Deleted Correlation Deleted
Loyl 14.47 34.938 971 .985
Loy2 14.50 35.043 970 .985
Loy3 14.46 35.534 .966 .986
Loy4 14.44 35.846 .954 .987
Loy5 14.48 34.640 .968 .985
Scale Statistics
Mean Variance | Std. Deviation | N of Items
18.09 54.843 7.406 5
Construct Reliability dan Variance Extract
. . Construct Variance
No Item Loading Loading2 Erorr Reliability Extract
Brand
1 Experience
Bexpl.1 0,934 0,872 0,128 0,985 0,843
Bexpl.2 0,922 0.850 0.150
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Bexpl.3

0,925

0,856 0,144
Bexp2.1 0,881 0,776 0,224
Bexp2.2 0,931 0,867 0,133
Bexp2.3 0,915 0,837 0,163
Bexp3.1 0,936 0,876 0,124
Bexp3.2 0,964 0,929 0,071
Bexp3.3 0,900 0,810 0,190
Bexp4.1 0,881 0,776 0,224
Bexp4.2 0,922 0,850 0,150
Bexp4.3 0,905 0,819 0,181
11,016 10,119 1,881
Brand
Personality
Bperl.1 0,911 0,8299 0,1701 0,995 0,828
Bperl.2 0,940 0,8836 0,1164
Bperl.3 0,930 0,8649 0,1351
Bperl .4 0,937 0,8780 0,1220
Bperl.5 0,925 0,8556 0,1444
Bperl.6 0,897 0,8046 0,1954
Bperl.7 0,919 0,8446 0,1554
Bperl.8 0,910 0,8281 0,1719
Bperl.9 0,911 0,8299 0,1701
Bperl.10 0,924 0,8538 0,1462
Bperl.11 0,917 0,8409 0,1591
Bper2.1 0,914 0,8354 0,1646
Bper2.2 0,922 0,8501 0,1499
Bper2.3 0,934 0,8724 0,1276
Bper2.4 0,915 0,8372 0,1628
Bper2.5 0,926 0,8575 0,1425
Bper2.6 0,940 0,8836 0,1164
Bper2.7 0,928 0,8612 0,1388
Bper2.8 0,928 0,8612 0,1388
Bper2.9 0,889 0,7903 0,2097
Bper2.10 0,895 0,8010 0,1990
Bper2.11 0,903 0,8154 0,1846
Bper3.1 0,908 0,8245 0,1755
Bper3.2 0,910 0,8281 0,1719
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Bper3.3

0,920

0,8464 0,1536
Bper3.4 0,912 0,8317 0,1683
Bper3.5 0,919 0,8446 0,1554
Bper3.6 0,918 0,8427 0,1573
Bper3.7 0,889 0,7903 0,2097
Bper3.8 0,903 0,8154 0,1846
Bper3.9 0,888 0,7885 0,2115
Bper4. 1 0,907 0,8226 0,1774
Bper4.2 0,925 0,8556 0,1444
Bper4.3 0,905 0,8190 0,1810
Bper4.4 0,891 0,7939 0,2061
Bper4.5 0,903 0,8154 0,1846
Bper4.6 0,912 0,8317 0,1683
Bper5.1 0,893 0,7974 0,2026
Bper5.2 0,888 0,7885 0,2115
Bper5.3 0,836 0,6989 0,3011
Bper5.4 0,882 0,7779 0,2221
Bper5.5 0,878 0,7709 0,2291
38,202 34,763 7,237
Customer
Satisfaction
Csatl 0,907 0,8226 0,1774 0,962 0,836
Csat2 0,909 0,8263 0,1737
Csat3 0,922 0,8501 0,1499
Csatd 0,915 0,8372 0,1628
Csat5 0,919 0,8446 0,1554
4,572 4,181 0,819
Customer
Loyalty
Loyl 0,978 0,9565 0,0435 0,9886 0,9456
Loy2 0,977 0,9545 0,0455
Loy3 0,972 0,9448 0,0552
Loy4 0,959 0,9197 0,0803
Loy5 0,976 0,9526 0,0474
4,862 4,728 0,272
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LAMPIRAN 4
UJI VALIDITAS
Loading Factor Ave CR Disr Cﬁ)llflilaih

Brand Experience 0.966
Bexpl.1 0.934 0.8432 | 0.9847 | 0.9183
Bexpl.2 0.922

Bexpl.3 0.925

Bexp2.1 0.881

Bexp2.2 0.931

Bexp2.3 0.915

Bexp3.1 0.936

Bexp3.2 0.964

Bexp3.3 0.900

Bexp4.1 0.881

Bexp4.2 0.922

Bexp4.3 0.905

Brand Personalilty 0.976
Bperl.1 0.911 0.8277 | 0.9951 | 0.9098
Bperl.2 0.940

Bperl.3 0.930

Bperl .4 0.937

Bperl.5 0.925

Bperl.6 0.897

Bperl.7 0.919

Bperl.8 0.910

Bperl.9 0911

Bperl.10 0.924

Bperl.11 0.917

Bper2.1 0.914

Bper2.2 0.922

Bper2.3 0.934

Bper2.4 0.915

Bper2.5 0.926

Bper2.6 0.940

Bper2.7 0.928
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Bper2.8 0.928

Bper2.9 0.889

Bper2.10 0.895

Bper2.11 0.903

Bper3.1 0.908

Bper3.2 0.910

Bper3.3 0.920

Bper3.4 0.912

Bper3.5 0.919

Bper3.6 0.918

Bper3.7 0.889

Bper3.8 0.903

Bper3.9 0.888

Bper4.1 0.907

Bper4.2 0.925

Bper4.3 0.905

Bper4.4 0.891

Bper4.5 0.903

Bper4.6 0.912

Bper5.1 0.893

Bper5.2 0.888

Bper5.3 0.836

Bper5.4 0.882

Bper5.5 0.878

Customer Satisfaction 0.962
Csatl 0.907 0.8362 | 0.9623 | 0.9144
Csat2 0.909

Csat3 0.922

Csat4 0.915

Csat5 0.919

Customer Loyalty 0.989
Loyl 0.978 0.9456 | 0.9886 | 0.9724
Loy2 0.977

Loy3 0.972

Loy4 0.959

Loy5 0.976




LAMPIRAN 5§
STRUCTURAL EQUATION MODELING

Analysis Summary

Date and Time

Date: Saturday, September 13, 2014

Time: 12:02:16 PM

Title

Puspita: Saturday, September 13, 2014 12:02 PM
Groups

Group number 1 (Group number 1)

Notes for Group (Group number 1)

The model is recursive.

Sample size = 135

Variable Summary (Group number 1)

Your model contains the following variables (Group number 1)

Observed, endogenous variables
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Bper2.11
Bper2.10
Bper2.9
Csat2
Csatl
Csat3
Csat4
Csat5
Bexp3.2
Bexp3.1
Bexp3.3
Bexp4.2
Bexp4.1
Bexp4.3
Bexp2.2
Bexp2.1
Bexp2.3
Bexpl.2
Bexpl.1
Bexpl.3
Bperl.5
Bperl .4
Bperl.6
Bperl.2
Bperl.1
Bperl.3
Bperl.8
Bperl.7
Bperl.9
Bperl.11
Bperl.10

Bper2.7
Bper2.6
Bper2.5
Bper2.8
Bper2.3
Bper2.2
Bper2.1
Bper2.4
Bper3.9
Bper3.7
Bper3.6
Bper3.5
Bper3.8
Bper3.3
Bper3.2
Bper3.1
Bper3.4
Bper4.2
Bper4.1
Bper4.3
Bper4.4
Bper4.5
Bper4.6
Bper5.2
Bper5.1
Bper5.3
Bper5.4
Bper5.5
Loy2

Loyl

Loy3

Loy4
Loy5

Unobserved,
endogenous
variables

Customer Satis
faction

Perilaku
Intellectual
Afektif
Sensori
Ketulusan
Semangat
Kemampuan
Keduniawian
Ketangguhan

Customer
loyalty

Brand Persona
lity
Unobserved,

exogenous
variables

e35
e34
e33
eS7
e56
e58
e59
e60
ee2
e8

152

e’
€9
ell
el0
el2
e5
e4
e6
e2
el
e3

Brand Experie
nce

el7
el6
el8
el4
el3
els
e20
el9
e2l
e23
e22
e3l
e30
e29
e32
e27
e26
e25
e28



76
ed4
e42
edl
e40
e43
e38
e37
e36
€39
78
e46
e45
e47
e48
€49
e50
e52
eSl
e53
e54
e55
Z10
75
€62
e61
e63
e64
€65
ee3
74

z3
72
z1
79

eel
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Variable counts (Group number 1)

Number of variables in your model:

Number of observed variables:

Number of unobserved variables:

Number of exogenous variables:

Number of endogenous variables:

Parameter summary (Group number 1)

Weights Covariances

Fixed 89 0

Labeled 0 0

Unlabeled 66 0

Total 155 0

Assessment of normality (Group number 1)

Variable min max
Loy5 1.000 5.000
Loy4 1.000 5.000
Loy3 1.000 5.000
Loyl 1.000 5.000
Loy2 1.000 5.000
Bper5.5 1.000  5.000
Bper5.4 1.000  5.000
Bper5.3 1.000 5.000
Bper5.1 1.000  5.000
Bper5.2 1.000  5.000
Bper4.6 1.000 5.000
Bper4.5 1.000  5.000
Bper4.4 1.000  5.000
Bper4.3 1.000 5.000
Bper4.1 1.000  5.000
Bper4.2 1.000  5.000
Bper3.4 1.000 5.000

153
64
89
77
76

Variances

0
0
77
77

skew
-.692
-.636
-.693
-.763
-718
-.626
-.687
-.642
-.698
-.694
-.967
-.633
-.752
- 774
-.858
-.922
-1.247

Means

S O O

C.I.
-3.280
-3.016
-3.286
-3.621
-3.406
-2.970
-3.260
-3.048
-3.313
-3.294
-4.587
-3.002
-3.568
-3.671
-4.072
-4.373
-5.913

0

0
0
0

Intercepts

kurtosis

-1
-1

.072
.030
953
.940
956
408
390
.260
392
412
.360
232
.053
.109
223
237
831
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Total
&9

143
232

C.I.
-2.543
-2.444
-2.261
-2.229
-2.267

-.967
-.926
-.615
-.930
-.976

.853
-.551
-.126
-.258

529

561
1.970



Bper3.1
Bper3.2
Bper3.3
Bper3.8
Bper3.5
Bper3.6
Bper3.7
Bper3.9
Bper2.4
Bper2.1
Bper2.2
Bper2.3
Bper2.8
Bper2.5
Bper2.6
Bper2.7
Bperl.10
Bperl.11
Bperl.9
Bperl.7
Bperl.8
Bperl.3
Bperl.1
Bperl.2
Bperl.6
Bperl.4
Bperl.5
Bexpl.3
Bexpl.1
Bexpl.2
Bexp2.3

1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000

5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000

-1.271
-1.167
-1.302
-1.325
-1.209
-1.441
-1.199
-1.213
-1.092
-1.167
-1.180
-1.215
-1.145
-1.113
-1.113
-1.190
-1.166
-1.253
-1.045
-1.011

-.931
-1.265
-1.156
-1.207

-921
-1.120
-1.132

-.981

-.967

-.987

-.963

-6.027
-5.536
-6.177
-6.287
-5.734
-6.836
-5.689
-5.753
-5.179
-5.534
-5.597
-5.761
-5.429
-5.280
-5.281
-5.644
-5.532
-5.946
-4.957
-4.794
-4.417
-6.002
-5.482
-5.726
-4.370
-5.315
-5.372
-4.652
-4.586
-4.683
-4.569

1.061
.630
531
947
S17

1.294
.679
.846
197
434
548
407
268
239
.148
447
459
.606
203
.001
.029
555
.622
437

-.084
205
236
270
497
357
.184
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2.517
1.495
1.259
2.247
1.226
3.069
1.611
2.006
468
1.028
1.299
965
637
567
350
1.060
1.089
1.438
482
.004
.069
1.315
1.475
1.036
-.200
487
.559
.640
1.178
.847
436



Bexp2.1
Bexp2.2
Bexp4.3
Bexp4.1
Bexp4.2
Bexp3.3
Bexp3.1
Bexp3.2
Csat5
Csat4
Csat3
Csatl
Csat2
Bper2.9
Bper2.10
Bper2.11

Multivariate

1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000

5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000
5.000

-.940 -4.459
-1.096 -5.198
-1.062 -5.037

-.763 -3.617

=977 -4.636

-.606 -2.874

-.614 -2.914

-.799 -3.791

-.783 -3.715

=572 -2.715

-.664 -3.148

- 774 -3.671

=577 -2.735
-1.175 -5.572

-.991 -4.700
-1.131 -5.363

071
441
470
-.264
395
-.733
-.788
-.405
-.326
-.544
-.352
-.151
-.599
781
177
490
-1.306

Observations farthest from the centroid (Mahalanobis distance) (Group number 1)

Observation number

57
88
111
74
25
62
120
58
19
101
85
87

Mahalanobis d-squared

80.072
78.068
77.722
77.411
77.265
76.359
75.328
74.959
74.901
74.844
74.609
74.493

pl
.085
A11
116
121
123
138
157
.164
.166
167
171
174

156

169
1.046
1.114
-.626

936

-1.738
-1.870
-.962
=773
-1.289
-.835
-.359
-1.420
1.853

420
1.162
-.083

1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000

999

998



73
117
113

77

86

24

31
50
81
36
71
134
83
118
60
20
125
75
114
40
18
128
41
12
35
55
42
112
132
84

74.163
73.897
73.805
73.742
73.449
72.879
72.729
72.488
72.194
72.112
72.039
71.840
71.774
71.668
71.661
71.238
71.198
70.613
70.595
70.489
70.245
70.151
69.273
69.064
68.936
68.644
68.526
68.318
68.225
67.796
67.793

181
.186
188
.190
.196
209
213
218
225
227
229
234
236
239
239
250
251
266
267
270
276
279
304
310
314
323
327
333
336
.349
.349

157

998
997
995
990
988
991
987
985
.983
974
962
954
935
915
878
.893
.856
.897
.859
.829
.822
187
.892
.884
.864
.870
.847
.840
.810
.845
798



61
97
11
89
22
67
99
29
38
126
15

72
70
104
98

107
14
115
127
79
32
82
131
52

48
68
102

67.687
67.390
67.367
67.342
67.015
66.819
66.771
66.768
66.664
66.530
66.389
66.357
66.347
66.300
66.163
66.113
65.983
65.800
65.227
65.209
65.003
64.990
64.798
64.783
64.764
64.723
64.708
64.660
64.579
64.253
64.182

353
362
363
.363
374
.380
382
382
386
.390
.395
396
.396
398
402
404
408
414
434
434
442
442
449
449
450
451
452
453
456
468
470
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768
182
731
.675
701
.692
.641
573
536
507
481
422
358
308
285
241
220
212
304
251
250
201
.196
155
121
.095
071
.054
.044
.053
.042
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129 64.004 476 .040
30 63.832 482 .037
69 63.423 497 .052
16 63.344 500 .042
17 63.335  .500 .029
66 63.324  .500 .020

106 63.210 .504 .016
51 63.103  .508 .013

133 62.926 515 012
53 62.798 519 .010

119 62.699 523 .008
13 62.549 528 .007

109 62.172 541 .010

135 61.969 .549 .010

130 61.086  .580 .037
43 60.807  .590 .041
34 60.683  .595 .035

121 60.654  .596 .025
27 60.524  .600 .021
63 60.379  .605 018
56 60.353  .606 012
23 60.182  .612 011

123 60.119 .614 .007
10 59.986  .619 .006
37 59.933 621 .004
54 59.610 .632 .005

Models

Default model (Default model)

Notes for Model (Default model)

Computation of degrees of freedom (Default model)

Number of distinct sample moments: 2080

Number of distinct parameters to be estimated: 143
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Degrees of freedom (2080 - 143): 1937
Result (Default model)

Minimum was achieved
Chi-square = 2027.126
Degrees of freedom = 1937
Probability level = .075

Group number 1 (Group number 1 - Default model)
Estimates (Group number 1 - Default model)

Scalar Estimates (Group number 1 - Default model)
Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)
Estimate S.E. C.R.  PLabel

Brand Personality <--- Brand Experience 187 .065 2.891 .004
Customer Satisfaction = <--- Brand Personality 451 390 1.157 .247
Customer Satisfaction = <--- Brand Experience 272 129 2.110 .035
Afektif <--- Brand Experience 1.056 .095 11.151 ***
Perilaku <--- Brand Experience 997 091 11.012 ***
Sensori <--- Brand Experience 1.000

Intellectual <--- Brand Experience 989 .085 11.599 **x*
Ketulusan <--- Brand Personality 3.829 1.202 3.186 .001
Semangat <--- Brand Personality 3.363 1.059 3.175 .001
Kemampuan <--- Brand Personality 1.394 511 2.727 .006
Customer loyalty <--- Brand Personality 1.220 .582 2.096 .036
Customer loyalty <--- Customer_Satisfaction 314 110 2.859 .004
Ketangguhan <--- Brand Personality 1.000

Keduniawian <--- Brand Personality 1.371 .506 2.710 .007
Customer loyalty <--- Brand Experience 430 159 2.707 .007
Csat2 <--- Customer_Satisfaction 1.051 .061 17.266 ***
Csat4 <--- Customer_Satisfaction 965 .055 17.583 ***
Csat3 <--- Customer_Satisfaction 1.001 .056 17.959 **=*
Csat5 <--- Customer_Satisfaction 1.023 .057 17.803 ***

Csatl <--- Customer_Satisfaction 1.000



Bexp3.1
Bexp3.2
Bexp3.3
Bexp4.1
Bexp4.2
Bexp4.3
Bexp2.1
Bexp2.2
Bexp2.3
Bexpl.1
Bexpl.2
Bexpl.3
Bperl.4
Bperl.5
Bperl.6
Bperl.7
Bperl.8
Bperl.9
Bperl1.10
Bperl.11
Bperl.3
Bperl.2
Bperl.1
Bper2.6
Bper2.5
Bper2.7
Bper2.8
Bper2.9
Bper2.10
Bper2.11
Bper2.4
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Perilaku
Perilaku
Perilaku
Intellectual
Intellectual
Intellectual
Afektif
Afektif
Afektif
Sensori
Sensori
Sensori
Ketulusan
Ketulusan
Ketulusan
Ketulusan
Ketulusan
Ketulusan
Ketulusan
Ketulusan
Ketulusan
Ketulusan
Ketulusan
Semangat
Semangat
Semangat
Semangat
Semangat
Semangat
Semangat

Semangat

1.000
1.073
972
1.000
1.072
1.048
1.000
1.030
1.003
1.000
1.037
1.074
1.000
976
934
973
.887
936
965
943
987
1.026
927
1.157
1.090
1.093
1.074
953
1.010
1.000
1.080

.046
.053

.067
.068

.063
.063

.054
.055

.047
.050
.048
.045
.048
.047
.047
.047
.046
.047
.060
.059
.059
.058
.058
.060

.061
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23.139
18.313

16.048
15.429

16.437
15.842

19.270
19.425

20.812
18.656
20.309
19.580
19.682
20.687
20.098
21.214
22.165
19.659
19.258
18.401
18.492
18.493
16.451
16.725
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Bper2.3
Bper2.2
Bper2.1
Bper3.6
Bper3.5
Bper3.7
Bper3.8
Bper3.9
Bper3.4
Bper3.3
Bper3.2
Bper3.1
Bper4.2
Bperd.4
Bper4.3
Bper4.5
Bper4.1
Bper4.6
Bper5.2
Bper5.4
Bper5.3
Bper5.5
Bper5.1
Loy2

Loy4

Loy3

Loy5

Loyl

Standardized Regression Weights: (Group number 1 - Default model)

Brand Personality
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Kemampuan
Kemampuan
Kemampuan
Kemampuan
Kemampuan
Kemampuan
Kemampuan
Kemampuan
Kemampuan
Keduniawian
Keduniawian
Keduniawian
Keduniawian
Keduniawian
Keduniawian
Ketangguhan
Ketangguhan
Ketangguhan
Ketangguhan
Ketangguhan
Customer loyalty
Customer loyalty
Customer loyalty
Customer loyalty

Customer loyalty

Brand Experience

1.152
1.068
1.076
1.068
1.070
1.018
990
930
968
1.046
1.034
1.000
1.053
.940
.993
.980
1.000
1.025
1.002
911
815
922
1.000
994
944
964
1.018
1.000

.061
.059
.061
.059
.059
.062
057
.056
.055
.058
.059

.058
057
.058
.058

.059
.066
.061
.061
.062

.027
.030
027
.027
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18.864
18.163
17.712
18.092
18.096
16.542
17.243
16.463
17.730
18.182
17.626

18.150
16.379
17.080
16.995

17.462
15.239
15.005
13.390
14.849

37.485
31.442
35.397
37.136

Estimate
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Customer_Satisfaction
Customer_Satisfaction
Afektif

Perilaku

Sensori
Intellectual
Ketulusan
Semangat
Kemampuan
Customer loyalty
Customer loyalty
Ketangguhan
Keduniawian
Customer loyalty
Csat2

Csat4

Csat3

Csat5

Csatl

Bexp3.1

Bexp3.2

Bexp3.3

Bexp4.1

Bexp4.2

Bexp4.3

Bexp2.1

Bexp2.2

Bexp2.3

Bexpl.1

Bexpl.2

Bexpl.3

<o

s

Llamm

<o

<eee

Lamm

<o

<eem

L

<o

<eee

Lmmm

<o

<eee

Lmmm

<o

<eee

Lmmm

<o

<eee

L

<o

<eem

L

<o

<o

L

Lmmm

<o

L

<Lmmm

Brand Personality
Brand Experience
Brand Experience
Brand Experience
Brand Experience
Brand Experience
Brand Personality
Brand_Personality
Brand Personality
Brand Personality
Customer_Satisfaction
Brand Personality
Brand Personality
Brand Experience
Customer_Satisfaction
Customer_Satisfaction
Customer_Satisfaction
Customer_Satisfaction
Customer_Satisfaction
Perilaku

Perilaku

Perilaku

Intellectual
Intellectual
Intellectual

Afektif

Afektif

Afektif

Sensori

Sensori

Sensori

128
226
.907
.847
.885
938
1.003
995
422
248
225
278
416
258
909
915
922
919
907
936
964
.900
.881
922
905
.881
931
915
934
922
925
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Bperl.4
Bperl.5
Bperl.6
Bperl.7
Bperl.8
Bperl.9
Bperl1.10
Bperl.11
Bperl.3
Bperl.2
Bperl.1
Bper2.6
Bper2.5
Bper2.7
Bper2.8
Bper2.9
Bper2.10
Bper2.11
Bper2.4
Bper2.3
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Semangat
Semangat
Semangat
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Semangat
Semangat
Semangat
Semangat
Semangat
Kemampuan
Kemampuan
Kemampuan
Kemampuan
Kemampuan
Kemampuan
Kemampuan
Kemampuan

Kemampuan

937
925
.897
919
910
911
924
917
930
940
911
940
926
928
928
.889
.895
.903
915
934
922
914
918
919
.889
903
.888
912
920
910
908
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Bper4.2 <---  Keduniawian
Bper4.4 <---  Keduniawian
Bper4.3 <---  Keduniawian
Bper4.5 <---  Keduniawian
Bper4.1 <---  Keduniawian
Bper4.6 <---  Keduniawian
Bper5.2 <---  Ketangguhan
Bper5.4 <---  Ketangguhan
Bper5.3 <---  Ketangguhan
Bper5.5 <---  Ketangguhan
Bper5.1 <---  Ketangguhan
Loy2 <---  Customer loyalty
Loy4 <---  Customer loyalty
Loy3 <---  Customer loyalty
Loy5 <---  Customer loyalty
Loyl <---  Customer loyalty

Variances: (Group number 1 - Default model)

Estimate S.E.

Brand Experience 798 137
eel 064 .041
ee2 1.034  .153
76 011 .018
Z8 823 121
Z10 1.100  .168
z5 -.008  .023
ee3 1.530  .198
z4 220 .045
z3 192 .047
z2 312 .055
z1 106 .034

79 823 122

C.R.
5.824
1.570
6.749

.630
6.798
6.541
-.353
7.714
4.862
4.096
5.628
3.130
6.750

925

.891

905

903

907

912

.888

.882

.836

.878

.893

977

959

972

976

978

PLabel

ek
116
skeskok
529
kkok
skeskok
124
skeksk
skeskosk
skeskek
skskok
.002
skskk
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e35
e34
e33
eS7
e56
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€60
e8

e’

e9

ell
el
el2
e5

e4

eb

e2

el

e3

el7
el6
el8
el4
el3
els
e20
el9
e2l
e23
e22

237
266
252
265
247
202
207
220
.096
155
245
180
257
215
176
313
211
192
.149
200
214
.186
283
185
235
203
218
232
239
226
214

.030
.034
032
.040
.037
032
.032
.034
.026
.028
.036
.033
.039
.036
035
.048
.037
.033
.028
.035
028
.024
.036
024
.030
.026
028
.030
.031
.029
028

7.849
7.880
7.898
6.639
6.682
6.340
6.511
6.414
3.752
5.582
6.746
5.389
6.502
5.945
5.057
6.549
5.688
5.819
5.347
5.733
7.738
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e3l
e30
e29
e32
e27
e26
e25
e28
ed4
e42
e4l
e40
e43
e38
e37
e36
e39
e46
e45
e47
e48
€49
e50
e52
eSl
e53
e54
e55
€62
e61
e63

203
185
207
.196
205
211
240
239
233
274
212
212
221
.199
222
212
.190
187
215
217
229
216
211
320
302
341
282
301
.104
102
122

.026
.024
027
.025
.027
027
.031
.031
031
.037
.030
.030
.030
.028
031
.029
.026
.029
.031
.032
032
.031
.031
051
.049
.048
.044
046
017
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018

7.714
7.602
7.725
7.713
7.664
7.752
7.799
7.794
7.472
7.460
7.149
7.148
7.336
7.127
7.258
7.280
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6.831
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7.065
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6.224
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e64
€65

173
114

Total Effects (Group number 1 - Default model)

Brand_Personali
ty

Customer_Satisf
action

Customer
loyalty

Ketangguhan
Keduniawian
Kemampuan
Semangat
Ketulusan
Sensori
Afektif
Intellectual
Perilaku
Loy5

Loy4

Loy3

Loyl

Loy2
Bper5.5
Bper5.4
Bper5.3
Bper5.1
Bper5.2
Bper4.6
Bper4.5
Bper4.4
Bper4.3
Bper4.1
Bper4.2
Bper3.4
Bper3.1
Bper3.2
Bper3.3
Bper3.8
Bper3.5
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187

356

770

187
257
261
.630
117
1.000
1.056
989
997
784
727
743
770
765
173
171
153
187
188
263
252
242
255
257
270
253
261
270
273
258
279

.000

451

1.362

1.000
1.371
1.394
3.363
3.829

.000

.000

.000

.000
1.386
1.286
1.313
1.362
1.354

922

911

815
1.000
1.002
1.405
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1.458
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Customer Ketangg KeduniaKemam Seman Ketulus Senso Afekti Intellectu Perilak
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.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

an

1

f

.000 .000 .000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000

.000

.000

.000

.000
.000
.000
.000
.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

al

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

u

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000



Bper3.6
Bper3.7
Bper3.9
Bper2.4
Bper2.1
Bper2.2
Bper2.3
Bper2.8
Bper2.5
Bper2.6
Bper2.7
Bperl.10
Bperl.11
Bperl.9
Bperl.7
Bperl.8
Bperl.3
Bperl.1
Bperl.2
Bperl.6
Bperl .4
Bperl.5
Bexpl.3
Bexpl.1
Bexpl.2
Bexp2.3
Bexp2.1
Bexp2.2
Bexp4.3
Bexp4.1
Bexp4.2
Bexp3.3
Bexp3.1
Bexp3.2
Csat5
Csat4
Csat3
Csatl
Csat2
Bper2.9
Bper2.10

279
.266
243
.680
678
.673
726
677
.687
729
.688
.693
.676
671
.698
.636
.708
.665
736
.670
717
.700
1.074
1.000
1.037
1.060
1.056
1.087
1.037
989
1.060
968
997
1.069
364
344
356
356
374
.600
.636

1.489
1.418
1.296
3.632
3.620
3.591
3.874
3.612
3.666
3.889
3.674
3.696
3.609
3.584
3.726
3.397
3.779
3.549
3.929
3.575
3.829
3.737
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
462
436
452
451
475
3.204
3.395

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
1.023
965
1.001
1.000
1.051
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

1.068
1.018
930
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
1.080
1.076
1.068
1.152
1.074
1.090
1.157
1.093
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
953
1.010

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
965
943
936
973
.887
987
927
1.026
934
1.000
976
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
1.074
1.000
1.037
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

169

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
1.003
1.000
1.030
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
1.048
1.000
1.072
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
972
1.000
1.073
.000
.000
.000
.000
.000
.000
.000
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Bper2.11 .630 3.363 .000 .000 .000 .000 .000 1.000 .000 .000 .000 .000 .000
Standardized Total Effects (Group number 1 - Default model)

Brand_ExpeBrand PersCustomer_Satisf = Customer Ketangg KeduniaKemam Seman Ketulus Senso Afekti Intellectu Perilak

rience onality action loyalty uhan wian  puan gat an 11 f al u
grandfpers‘ma“ 552 000 000 000 000 000 000 000 .000 .000 .000  .000 000
Sc‘iis:)‘;lmer—samf 297 128 1000 000 000 000 .000 .000 .000 .000 .000  .000 .000
E)‘;tl‘:;“er 461 277 225 000 .000  .000 .000 .000 .000 .000 .000 000 .000
Ketangguhan 153 278 .000 000 000 .000 .000 .000 .000 .000 .000  .000 .000
Keduniawian 230 416 .000 000 000 000 .000 .000 .000 .000 .000  .000 .000
Kemampuan 233 422 .000 000 000 .000 .000 .000 .000 .000 .000  .000 .000
Semangat 549 995 .000 000 000 000 .000 .000 .000 .000 .000  .000 .000
Ketulusan 554 1.003 .000 000 000  .000 .000 .000 .000 .000 .000  .000 .000
Sensori 885 1000 1000 000 000 000 .000 .000 .000 .000 .000  .000 .000
Afektif 907 1000 1000 000 000 000 .000 .000 .000 .000 .000  .000 .000
Intellectual 938 1000 .000 000 000 000 .000 .000 .000 .000 .000  .000 .000
Perilaku 847 .000 .000 000 000  .000 .000 .000 .000 .000 .000  .000 .000
Loy5 450 270 220 976  .000 000 .000 .000 .000 .000 .000  .000 .000
Loy4 442 265 216 959 000 000 .000 .000 .000 .000 .000  .000 .000
Loy3 448 269 219 972 000 000 .000 .000 .000 .000 .000  .000 .000
Loyl 451 271 220 978 000 000 .000 .000 .000 .000 .000  .000 .000
Loy2 451 270 220 977 000 000 .000 .000 .000 .000 .000  .000 .000
Bpers.5 135 244 .000 000 878 000 .000 .000 .000 .000 .000  .000 .000
Bpers.4 135 245 .000 000 882 000 .000 .000 .000 .000 .000  .000 .000
Bpers.3 128 232 .000 000 836 .000 .000 .000 .000 .000 .000  .000 .000
Bpers.1 137 248 1000 000 893 000 .000 .000 .000 .000 .000  .000 .000
Bpers5.2 136 247 1000 000 888 000 .000 .000 .000 .000 .000  .000 .000
Bper4.6 210 380 1000 000 000 912 .000 .000 .000 .000 .000  .000 .000
Bperd.5 208 376 .000 000 000 903 .000 .000 .000 .000 .000  .000 .000
Bperd.4 205 371 .000 000 000 891 .000 .000 .000 .000 .000  .000 .000
Bperd.3 208 377 .000 000 000 905 .000 .000 .000 .000 .000  .000 .000
Bper. 1 209 378 1000 000 000 907 .000 .000 .000 .000 .000  .000 .000
Bperd.2 213 385 1000 000 000 925 .000 .000 .000 .000 .000  .000 .000
Bper3.4 213 385 1000 000 000 000 912 .000 .000 .000 .000  .000 .000
Bper3.1 212 383 .000 000 000 000 .908 .000 .000 .000 .000  .000 .000
Bper3.2 212 384 .000 000 000  .000 910 .000 .000 .000 .000  .000 .000
Bper3.3 214 388 .000 000 .000  .000 .920 .000 .000 .000 .000  .000 .000
Bper3.8 211 381 .000 000 000  .000 .903 .000 .000 .000 .000  .000 .000
Bper3.5 214 388 1000 000 000 000 919 000 .000 .000 .000  .000 .000
Bper3.6 214 388 1000 000 000 000 918 .000 .000 .000 .000  .000 .000

Bper3.7 207 375 .000 .000 .000 .000 .889 .000 .000 .000 .000 .000 .000



Bper3.9
Bper2.4
Bper2.1
Bper2.2
Bper2.3
Bper2.8
Bper2.5
Bper2.6
Bper2.7
Bperl.10
Bperl.11
Bperl.9
Bperl.7
Bperl.8
Bperl.3
Bperl.1
Bperl.2
Bperl.6
Bperl .4
Bperl.5
Bexpl.3
Bexpl.1
Bexpl.2
Bexp2.3
Bexp2.1
Bexp2.2
Bexp4.3
Bexp4.1
Bexp4.2
Bexp3.3
Bexp3.1
Bexp3.2
Csat5
Csat4
Csat3
Csatl
Csat2
Bper2.9
Bper2.10
Bper2.11

207
503
502
506
513
510
509
516
510
512
508
505
509
504
515
505
521
497
519
513
819
827
817
830
799
844
850
826
865
762
793
817
273
272
274
269
270
488
492
496

375
910
.909
917
929
923
921
935
923
927
920
914
922
913
933
914
943
.900
.940
928
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
117
117
118
116
116
.885
.890
.898

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
919
915
922
907
909
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.888
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
915
914
922
934
928
926
940
928
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.889
895
903

.000
.000
.000
.000
.000
.000
.000
.000
.000
924
917
911
919
910
930
911
940
897
937
925
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
925
934
922
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

171

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
915
881
931
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
905
.881
922
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.900
936
964
.000
.000
.000
.000
.000
.000
.000
.000



Direct Effects (Group number 1 - Default model)

Brand_ExpeBrand PersCustomer_Satisf

rience onality action
g/randiPersonali 187 000 000
Sc‘iis:)‘;lmer—samf 272 451 000
E)‘;tl‘:;“er 430 1.220 314
Ketangguhan .000 1.000 .000
Keduniawian .000 1.371 .000
Kemampuan .000 1.394 .000
Semangat .000 3.363 .000
Ketulusan .000 3.829 .000
Sensori 1.000 .000 .000
Afektif 1.056 .000 .000
Intellectual 989 .000 .000
Perilaku 997 .000 .000
Loy5 .000 .000 .000
Loy4 .000 .000 .000
Loy3 .000 .000 .000
Loyl .000 .000 .000
Loy2 .000 .000 .000
Bper5.5 .000 .000 .000
Bper5.4 .000 .000 .000
Bper5.3 .000 .000 .000
Bper5.1 .000 .000 .000
Bper5.2 .000 .000 .000
Bper4.6 .000 .000 .000
Bper4.5 .000 .000 .000
Bper4.4 .000 .000 .000
Bper4.3 .000 .000 .000
Bper4.1 .000 .000 .000
Bper4.2 .000 .000 .000
Bper3.4 .000 .000 .000
Bper3.1 .000 .000 .000
Bper3.2 .000 .000 .000
Bper3.3 .000 .000 .000
Bper3.8 .000 .000 .000
Bper3.5 .000 .000 .000
Bper3.6 .000 .000 .000
Bper3.7 .000 .000 .000

Bper3.9 .000 .000 .000

172

Customer Ketangg KeduniaKemam Seman Ketulus Senso Afekti Intellectu Perilak

loyalty

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
1.018
.944
964
1.000
.994
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

uhan

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
922
911
815
1.000
1.002
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

wian

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
1.025
980
940
993
1.000
1.053
.000
.000
.000
.000
.000
.000
.000
.000
.000

puan

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
968
1.000
1.034
1.046
990
1.070
1.068
1.018
930

gat

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

an

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

1

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

f

.000

.000

.000

.000

.000

.000
.000
.000
.000
.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

al

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

u

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000



Bper2.4
Bper2.1
Bper2.2
Bper2.3
Bper2.8
Bper2.5
Bper2.6
Bper2.7
Bperl.10
Bperl.11
Bperl.9
Bperl.7
Bperl.8
Bperl.3
Bperl.1
Bperl.2
Bperl.6
Bperl .4
Bperl.5
Bexpl.3
Bexpl.1
Bexpl.2
Bexp2.3
Bexp2.1
Bexp2.2
Bexp4.3
Bexp4.1
Bexp4.2
Bexp3.3
Bexp3.1
Bexp3.2
Csat5
Csat4
Csat3
Csatl
Csat2
Bper2.9
Bper2.10
Bper2.11

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
1.023
965
1.001
1.000
1.051
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

1.080
1.076
1.068
1.152
1.074
1.090
1.157
1.093
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
953
1.010
1.000

.000
.000
.000
.000
.000
.000
.000
.000
965
943
936
973
887
987
927
1.026
934
1.000
976
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
1.074
1.000
1.037
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

173

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
1.003
1.000
1.030
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
1.048
1.000
1.072
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
972
1.000
1.073
.000
.000
.000
.000
.000
.000
.000
.000



Standardized Direct Effects (Group number 1 - Default model)

Brand_ExpeBrand PersCustomer_ Satisf

rience onality action
g]rand_Personali 552 000 000
Customer_Satisf 226 128 000
E‘;ztl‘:;ner 258 248 225
Ketangguhan .000 278 .000
Keduniawian .000 416 .000
Kemampuan .000 422 .000
Semangat .000 995 .000
Ketulusan .000 1.003 .000
Sensori .885 .000 .000
Afektif 907 .000 .000
Intellectual 938 .000 .000
Perilaku .847 .000 .000
LoyS .000 .000 .000
Loy4 .000 .000 .000
Loy3 .000 .000 .000
Loyl .000 .000 .000
Loy2 .000 .000 .000
Bper5.5 .000 .000 .000
Bper5.4 .000 .000 .000
Bper5.3 .000 .000 .000
Bper5.1 .000 .000 .000
Bper5.2 .000 .000 .000
Bper4.6 .000 .000 .000
Bper4.5 .000 .000 .000
Bper4.4 .000 .000 .000
Bper4.3 .000 .000 .000
Bper4.1 .000 .000 .000
Bper4.2 .000 .000 .000
Bper3.4 .000 .000 .000
Bper3.1 .000 .000 .000
Bper3.2 .000 .000 .000
Bper3.3 .000 .000 .000
Bper3.8 .000 .000 .000
Bper3.5 .000 .000 .000

Bper3.6 .000 .000 .000

174

Customer Ketangg KeduniaKemam Seman Ketulus Senso Afekti Intellectu Perilak

loyalty

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
976
959
972
978
971
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

uhan

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
878
882
.836
.893
.888
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

wian

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
912
903
.891
905
907
925
.000
.000
.000
.000
.000
.000
.000

puan

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
912
908
910
920
903
919
918

gat

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

an

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

11

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

f

.000

.000

.000

.000

.000

.000
.000
.000
.000
.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

al

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

u

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000



Bper3.7
Bper3.9
Bper2.4
Bper2.1
Bper2.2
Bper2.3
Bper2.8
Bper2.5
Bper2.6
Bper2.7
Bperl.10
Bperl.11
Bperl.9
Bperl.7
Bperl.8
Bperl.3
Bperl.1
Bperl.2
Bperl.6
Bperl .4
Bperl.5
Bexpl.3
Bexpl.1
Bexpl.2
Bexp2.3
Bexp2.1
Bexp2.2
Bexp4.3
Bexp4.1
Bexp4.2
Bexp3.3
Bexp3.1
Bexp3.2
Csat5
Csat4
Csat3
Csatl
Csat2
Bper2.9
Bper2.10
Bper2.11

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
919
915
922
907
909
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.889
.888
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
915
914
922
934
928
926
940
928
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.889
895
903

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
924
917
911
919
910
930
911
940
897
937
925
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
925
934
922
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

175

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
915
881
931
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
905
.881
922
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.900
936
964
.000
.000
.000
.000
.000
.000
.000
.000



Indirect Effects (Group number 1 - Default model)

Brand_ExpeBrand PersCustomer_Satisf

rience onality action
]t?;rand_Personali 1000 1000 1000
Customer_Satisf 085 000 000
E‘;itﬁ;“er 340 142 000
Ketangguhan 187 .000 .000
Keduniawian 257 .000 .000
Kemampuan 261 .000 .000
Semangat .630 .000 .000
Ketulusan 17 .000 .000
Sensori .000 .000 .000
Afektif .000 .000 .000
Intellectual .000 .000 .000
Perilaku .000 .000 .000
LoyS 784 1.386 319
Loy4 727 1.286 296
Loy3 743 1.313 302
Loyl 770 1.362 314
Loy2 765 1.354 312
Bper5.5 173 922 .000
Bper5.4 171 911 .000
Bper5.3 153 815 .000
Bper5.1 .187 1.000 .000
Bper5.2 .188 1.002 .000
Bper4.6 263 1.405 .000
Bper4.5 252 1.344 .000
Bper4.4 242 1.289 .000
Bper4.3 255 1.361 .000
Bper4.1 257 1.371 .000
Bper4.2 270 1.443 .000
Bper3.4 253 1.349 .000
Bper3.1 261 1.394 .000
Bper3.2 270 1.442 .000
Bper3.3 273 1.458 .000
Bper3.8 258 1.379 .000
Bper3.5 279 1.491 .000
Bper3.6 279 1.489 .000

Bper3.7 .266 1.418 .000

176

Customer Ketangg KeduniaKemam Seman Ketulus Senso Afekti Intellectu Perilak

loyalty

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

uhan

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

wian

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

puan

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

gat

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

an

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

ri

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

f

.000

.000

.000

.000

.000

.000
.000
.000
.000
.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

al

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

u

.000

.000

.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000



Bper3.9
Bper2.4
Bper2.1
Bper2.2
Bper2.3
Bper2.8
Bper2.5
Bper2.6
Bper2.7
Bperl.10
Bperl.11
Bperl.9
Bperl.7
Bperl.8
Bperl.3
Bperl.1
Bperl.2
Bperl.6
Bperl .4
Bperl.5
Bexpl.3
Bexpl.1
Bexpl.2
Bexp2.3
Bexp2.1
Bexp2.2
Bexp4.3
Bexp4.1
Bexp4.2
Bexp3.3
Bexp3.1
Bexp3.2
Csat5
Csat4
Csat3
Csatl
Csat2
Bper2.9
Bper2.10
Bper2.11

243
680
678
673
726
677
687
729
688
693
676
671
698
636
708
665
736
670
717
700

1.074

1.000

1.037

1.060

1.056

1.087

1.037
989

1.060
968
997

1.069
364
344
356
356
374
600
636
630

1.296
3.632
3.620
3.591
3.874
3.612
3.666
3.889
3.674
3.696
3.609
3.584
3.726
3.397
3.779
3.549
3.929
3.575
3.829
3.737
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
462
436
452
451
475
3.204
3.395
3.363

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

177

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000



Standardized Indirect Effects (Group number 1 - Default model)

Brand_ExpeBrand PersCustomer_Satisf

rience onality action
]t?;rand_Personali 1000 1000 1000
Customer_Satisf 071 000 000
E‘;itﬁ;“er 204 029 000
Ketangguhan 153 .000 .000
Keduniawian 230 .000 .000
Kemampuan 233 .000 .000
Semangat .549 .000 .000
Ketulusan .554 .000 .000
Sensori .000 .000 .000
Afektif .000 .000 .000
Intellectual .000 .000 .000
Perilaku .000 .000 .000
Loy5 450 270 220
Loy4 442 265 216
Loy3 448 269 219
Loyl 451 271 220
Loy2 451 270 220
Bper5.5 135 244 .000
Bper5.4 135 245 .000
Bper5.3 128 232 .000
Bper5.1 137 248 .000
Bper5.2 136 247 .000
Bper4.6 210 .380 .000
Bper4.5 208 376 .000
Bper4.4 205 371 .000
Bper4.3 208 377 .000
Bper4.1 209 378 .000
Bper4.2 213 385 .000
Bper3.4 213 385 .000
Bper3.1 212 .383 .000
Bper3.2 212 384 .000
Bper3.3 214 .388 .000
Bper3.8 211 381 .000
Bper3.5 214 388 .000
Bper3.6 214 388 .000

Bper3.7 207 375 .000
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Bper3.9
Bper2.4
Bper2.1
Bper2.2
Bper2.3
Bper2.8
Bper2.5
Bper2.6
Bper2.7
Bperl.10
Bperl.11
Bperl.9
Bperl.7
Bperl.8
Bperl.3
Bperl.1
Bperl.2
Bperl.6
Bperl .4
Bperl.5
Bexpl.3
Bexpl.1
Bexpl.2
Bexp2.3
Bexp2.1
Bexp2.2
Bexp4.3
Bexp4.1
Bexp4.2
Bexp3.3
Bexp3.1
Bexp3.2
Csat5
Csat4
Csat3
Csatl
Csat2
Bper2.9
Bper2.10
Bper2.11

Sample Moments (Group number 1)
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799
844
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793
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273
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Sample Covariances (Group number 1)

Condition number = 1265.560

Eigenvalues

40.506 9.905 7.381 6.223 4.848 4.561 3.471 1.278 .835 .714 .532 .479 .447 427 415
387 .381 .372.362 .339 .334 .315 .300 .288 .274 .268 .250 .236 .227 .221 .211 .207
195 .188 .185 .176 .173 .165 .155 .150 .146 .146 .133 .128 .125 .121 .115 .113 .108
.101 .096 .092 .088 .082 .082 .078 .075 .063 .062 .054 .052 .043 .035 .032
Determinant of sample covariance matrix =.010

Standardized Residual Covariances

Loy5 Loy4 Loy3 Loyl Loy2 Bper5.5 Bper5.4 Bper5.3 Bper5.1 Bper5.2 Bper4.6
Bper4.5 Bper4.4 Bper4.3 Bper4.1 Bper4.2 Bper3.4 Bper3.1 Bper3.2 Bper3.3 Bper3.8
Bper3.5 Bper3.6 Bper3.7 Bper3.9 Bper2.4 Bper2.1 Bper2.2 Bper2.3 Bper2.8 Bper2.5
Bper2.6 Bper2.7 Bperl.10 Bperl.11 Bperl.9 Bperl.7 Bperl.8 Bper1.3 Bperl.1
Bperl.2 Bperl.6 Bperl.4 Bperl.5 Bexpl.3 Bexpl.1 Bexpl.2 Bexp2.3 Bexp2.1
Bexp2.2 Bexp4.3 Bexp4.1 Bexp4.2 Bexp3.3 Bexp3.1 Bexp3.2 Csat5 Csat4 Csat3
Csatl Csat2 Bper2.9 Bper2.10 Bper2.11 Loy5 .000 Loy4 -.061 .000 Loy3 -.058 .087
.000 Loy1 .029 .003 .009 .000 Loy2 .048 -.006 .000 -.041 .000

Minimization History (Default model)

Negative Smallest
Iteration eigenvalues Condition # eigenvalue Diameter F NTries
0 e 45 -2.274  9999.000 13786.699 0
1 e* 48 -.450 11.181 8559.369 20
2 e 50 -.533 623 8040.904 7
3 e* 42 -1.464 1.847  6406.840 6
4 e* 36 -1.703 1.094  5290.208 4
5 e 35 -1.111 145 5170.651 7
6 e* 29 -.593 401 4832.678 6
7 e* 14 -.735 1.226  4090.400 6
8 e 12 -251 390  3797.429 5
9 e 8 -.288 609  3514.499 5
10 e 5 -.346 735 3287.365 5
11 e 5 -.071 669  3151.786 5
12 e* 2 -.250 4.629 2524264 8

Ratio

9999.000
.108
859
1.006
1.020
136
950
752
1.016
918
972
.845
.826



13 e
14 e*
15 e*
16 e
17 e
18 e
19 e
20 e
21 e
22 e
23 e
24 e
25 e
26 e
27 e
28 e
Model Fit Summary
CMIN
Model
Default model

Saturated model
Independence model
RMR, GFI

Model

Default model
Saturated model

Independence model

Baseline Comparisons

Model

(e R = = = e = = = = = = e

12255.940
14675.779
12610.488
17000.766
31041.163
43970.936
97990.029
121906.901
262369.084
303458.531
422638.641
448106.845
449769.940

NPAR

143

2080

64

RMR

119
.000
.651

NFI
Deltal

-.063 716 2402434
-6.892 986  2299.548
-16.975 171 2182.996
023 2162.636
.835  2100.578
474 2048.373
504 2036.279
496  2031.281
571 2029.020
451 2027.855
S18  2027.391
290 2027.184
289  2027.135
086  2027.126
027  2027.126
.001 2027.126
CMIN DF P
2027.126 1937 .075
.000 0
14223.340 2016  .000
GFI  AGFI PGFI
702 .680  .654
1.000
.069 .039  .067
RFI IFI TLI
rhol Delta2 rho2
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942
977
1.066
901
.000
1.158
1.228
1.282
1.221
1.278
1.140
1.205
1.096
1.080
1.020
1.001

CMIN/DF

1.047

7.055

CFI



Default model
Saturated model
Independence model
Parsimony-Adjusted Measures
Model

Default model
Saturated model
Independence model
NCP

Model

Default model
Saturated model
Independence model
FMIN

Model

Default model
Saturated model
Independence model
RMSEA

Model

Default model
Independence model
AIC

Model

Default model
Saturated model
Independence model
ECVI

Model

Default model
Saturated model

Independence model
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857 852 993 992 993
1.000 1.000 1.000
000  .000  .000  .000  .000
PRATIO PNFI PCFI
961 824 954
000 .000 .000
1.000  .000 .000
NCP LO 90 HI 90
90.126 .000 201.397
.000 .000 .000
12207.340 11832.468 12588.809
FMIN FO LO9  HI90
15.128 673 .000 1.503
.000 .000 .000 .000
106.144  91.100  88.302  93.946
RMSEA LO90 HI9 PCLOSE
019  .000  .028 1.000
213 209 216 .000
AIC BCC BIC CAIC
2313.126 2582.546 2728.580 2871.580
4160.000 8078.841 10202.972  12282.972
14351.340  14471.920 14537278  14601.278
ECVI LO 90 HI 90 MECVI
17.262 16.590 18.093 19.273
31.045 31.045 31.045 60.290
107.100  104.302 109.946  107.999



HOELTER
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HOELTER HOELTER

Model

Default model

Independence model

Execution time summary

Minimization: 282
Miscellaneous: 200
Bootstrap: .000
Total: 482

Full Model Structural Equation Modeling

.05

135

20

.01

138
21
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GOODNESS OF FIT
Pengukuran Batas Penerimaan Nilai Keputusan
Goodness-of-fit Yang Disarankan P
, . X hit < X° 2027.126 :
Chi-Square hitung tabel(df=1937) 5040.5 Fit
P-value Chi-Square >0.05 0.075 Fit
CMIN/DF(Normed <2 1.047 Fit
chisquare)
GFl >0.90 0.702 Marginal Fit
RMSEA <0.08 0.019 Fit
AGFI 20.90 0.680 Marginal Fit
RFI >0.90 0.852 Marginal Fit
CFI >0.90 0.993 Fit
NFI >0.90 0.857 Marginal Fit
Estimate | S E. | CR. | P |Label
Brand Personality <--- |Brand Experience 187 1 .065 | 2.891 |.004
Customer Satisfaction  [<--- |[Brand Personality 451 390 | 2.157 |.043
Customer Satisfaction  <--- Brand Experience 272 1291 2.110 |.035
Customer loyalty <--- [Brand Personality 1.220 | .582 | 2.096 |.036
Customer loyalty <--- |Customer Satisfaction 314 110 | 2.859 |.004
Customer loyalty <--- [Brand Experience 430 | .159 | 2.707 |.007
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
ij;:;%n?e'a”d 135 -2.78740 1.16777 .000 1.000
Zscore: Brand personality 135 -2.38185 1.14297 .000 1.000
zjﬁsoff;tigﬁsmmer 135 -2.47367 1.14575 1000 1.000
Zscore: Customer loyalty 135 -1.76743 .93323 .000 1.000
Valid N (listwise) 135
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LAMPIRAN 6
KUESIONER PENELITIAN

KepadaYth,
Bapak/Ibu/Sdr/Sdri
Pelanggan 7-Eleven

JL. Tanjung Duren Raya
Jakarta Barat

Dengan hormat,

Sehubungan dengan ini sebagai syarat untuk menyelesaikan Study Manajemen di
Universitas Indonesia Esa Unggul, Kami melakukan penelitian tentang Pengaruh
Pengalaman Merek terhadap Kepribadian Merek, Kepuasan Pelanggan, dan
Kesetiaan Pelanggan dengan judul penelitian “Pengaruh Pengalaman Merek
terhadap Kepribadian Merek, Kepuasan Pelanggan, dan Kesetiaan Pelanggan
(Studi Kasus Pada Outlet Seven-Eleven di Jl. Tanjung Duren Raya, Jakarta”.
Mohon bantuan dan kesediannya untuk memberikan jawaban yang sesungguhnya.
Kami akan menjamin kerahasiaan data yang Bapak/Ibu/Sdr/Sdri berikan, karena

jawaban tersebut hanya sebagai bahan penelitian dan tidak untuk dipublikasikan.

Pada pengisian kuesioner penelitian ini, Bapak/Ibu/Sdr/Sdri cukup menyisihkan
waktu antara 5 - 10 menit untuk menjawab semua pertanyaan yang tertulis secara
jujur dan apa adanya. Kami senantiasa menunggu jawaban dari Bapak/Ibu/Sdr/Sdri

yang sangat berharga bagi kami.

Peneliti

Puspita Purnaweni



KUESIONER PENELITIAN

A. Profil Responden

1. Jenis kelamin anda:

a.

b.

Pria

Wanita

2. Usia anda saat ini:

a.
b.

C.

Kurang dari 17 tahun (< 17 tahun)
17-25 tahun
36-45 tahun

d. Lebih dari 45 tahun (> 45 tahun)
3. Pendidikan terakhir anda:

a.
b.
c.

d.

SMU/SMK ke bawah (< SMU/SMK)
Diploma (D3)

Sarjana (S1)

Master ke atas (> S2)

4. Profesi atau pekerjaan

C.
d.

.

f.

a. Pelajar (< SMU/SMK)
b.

Mahasiswa/Mahasiswi
Pegawai Negeri (PNS)
Karyawan Swasta
Profesional

Wiraswasta

5. Frekuensi mengunjungi 7-Eleven

a.
b.
c.

d.

Tidak pernah
Jarang
Sering

Selalu

186



B. Kuesioner

Petunjuk pengisian:

187

Pilihlah jawaban yang anda anggap paling sesuai menurut anda dimana untuk

jawaban:
STS berarti Sangat Tidak Setuju
TS berarti Tidak Setuju
RR berarti Ragu-Ragu
S berarti Setuju
SS berarti Sangat Setuju

dengan cara memberi tanda “\” pada kolom jawaban yang telah tersedia.

dari dalam diri saya muncul ketika saya melihat merek

Seven-Eleven.

JAWABAN
DAFTAR PERTANYAAN 1 2 3 5
STS | TS | RR SS
A. PENGALAMAN MEREK
1. Sensori (Pengalaman Indera)
a. Pada saat saya melihat merek Seven-Eleven melalui | O i o O
indera penglihatan saya, saya mendapatkan kesan yang
kuat terhadap merek Seven-Eleven dan produknya.
b. Saya menemukan merek Seven-Eleven menarik bagi | O o O O
indera saya secara keseluruhan (penglihatan, penciuman,
perasa, peraba, dan pendengaran).
c. Merek Seven-Eleven tidak menarik bagi indera saya | O O O i
secara keseluruhan (penglihatan, penciuman, perasa,
peraba, dan pendengaran).
2. Afektif (Pengalaman Perasaan)
a. Perasaan yang berlebih-lebihan (senang, gembira, riang) | O O o O
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. Saya tidak memiliki ikatan emosi yang kuat terhadap

merek Seven-Eleven, bagi saya Seven-Eleven hanyalah
merek biasa yang tidak memiliki arti bagi diri saya.

Terdapat suatu ikatan emosi yang kuat antara saya dengan
merek Seven-Eleven, bagi saya merek Seven-Eleven
sangat berarti dan tidak dapat tergantikan dengan merek

lainnya.

. Intelektual (Pengalaman Berfikir)

a.

Saya berfikir cukup lama ketika saya melihat merek
Seven-Eleven ini, banyak pertimbangan yang muncul

dalam benak saya sebelum membeli produk-produknya.

. Ketika saya melihat merek Seven-Eleven saya tidak

memiliki banyak pertimbangan dan tidak membutuhkan
waktu berfikir yang lama untuk membeli produk-

produknya.

. Merek Seven-Eleven merangsang rasa penasaran saya dan

rasa keingintahuan saya, merek Seven-Eleven mampu

memecahkan masalah kebutuhan saya.

. Perilaku (Pengalaman Tindakan)

a.

Seven-Eleven dapat mendorong saya untuk terlibat
seluruhnya secara fisik (pada produk) dan perilaku ketika
mengunjungi Seven-Eleven (perilaku yang muncul pada
saat mengunjungi Seven-Eleven).

Seven-Eleven menghasilkan kesan yang mendalam pada
diri saya saat mengunjunginya dan tingkah laku saya

berubah karenanya.
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C.

Seven-Eleven ini tidak mendorong saya untuk merubah
perilaku saya dan tidak selalu menyertai dalam setiap

aktivitas saya.

B. KEPRIBADIAN MEREK

1. Ketulusan

a.

Saya menganggap merek Seven-Eleven adalah merek ritel
toko kelontong (convenience store) yang terkenal.

Saya menganggap merek Seven-Eleven adalah ritel yang
dapat dikonsumsi oleh berbagai kalangan.

Saya menganggap merek Seven-Eleven adalah nama
merek ritel convenience store (toko kelontong) yang
mudah diingat.

Saya menganggap merek Seven-Eleven adalah ritel yang
menjual makanan dan minuman.

Saya menganggap merek Seven-Eleven adalah merek ritel
yang memiliki konsep one stop store (beroperasi selama
24 jam setiap hari).

Saya menganggap merek Seven-Eleven adalah merek ritel
yang menjual makanan dan minuman dengan
menyediakan fasilitas tempat duduk.

Saya menganggap merek Seven-Eleven adalah merek ritel
yang menjual makanan dan minuman dengan harga
terjangkau.

Saya menganggap merek Seven-Eleven adalah merek ritel
yang menyediakan fasilitas free WiFi kepada
pengunjungnya.

Saya menganggap merek Seven-Eleven adalah ritel yang

memiliki konsep ruangan dengan lampu yang terang.
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j. Saya menganggap merek Seven-Eleven adalah merek ritel

k.

yang menyediakan keju cair yang bebas diambil

konsumennya.

Saya menganggap merek Seven-Eleven adalah merek ritel

yang menyediakan fasilitas toilet dalam toko.

. Semangat

a.

Saya menganggap merek Seven-Eleven adalah ritel yang
mampu menyediakan  tisu secara bebas  bagi
pengunjungnya.

Saya menganggap merek Seven-Eleven memiliki desain
logo yang trendi.

Saya menganggap merek Seven-Eleven memiliki desain
simbol yang menyenangkan.

Saya menganggap merek Seven-Eleven memiliki desain

warna yang memberikan semangat.

. Saya menganggap merek Seven-Eleven memiliki desain

simbol yang keren.

Saya menganggap merek Seven-Eleven memiliki desain
ruangan yang terang.

Saya menganggap merek Seven-Eleven memiliki logo
yang imajinatif.

Saya menganggap merek Seven-Eleven memiliki logo
yang unik.

Saya menganggap merek Seven-Eleven memiliki mesin

pemanas makanan yang mutakhir.

. Saya menganggap merek Seven-Eleven adalah ritel yang

memberikan kebebasan pengunjungnya untuk mimilih

tempat duduk yang disediakan.
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k.

Saya menganggap merek Seven-Eleven memiliki logo

yang modern.

. Kemampuan

a.

Saya menganggap merek Seve-Eleven mampu
menyajikan fresh foods.
Saya menganggap merek Seven-Eleven selalu konsisten

dalam jam operasionalnya selama 24 jam setiap hari.

. Saya menganggap merek Seven-Eleven mampu

menyediakan fasilitas parkir kendaraan yang aman.

Saya menganggap merek Seven-Eleven cerdas dalam
membaca peluang bisnis ritel dengan konsep toko
kelontong (convenience store).

Saya menganggap merek Seven-Eleven memberikan
pelayanan yang profesional.

Saya menganggap merek Seven-Eleven yang mampu
bekerjasama dengan pihak bank dalam memberikan
kemudahan bagi pengunjungnya untuk melakukan
transaksi pembelian makanan dan minuman.

Saya menganggap merek Seven-Eleven adalah merek
retail convenience store (toko kelontong) yang lebih
ramai pengunjungnya dibandingkan merek lain.

Saya menganggap merek Seven-Eleven memiliki mampu
menyediakan mesin pembuat minuman es serut dengan
berbagai rasa.

Saya menganggap merek Seven-Eleven terpercaya dalam

menjaga kebersihan ruangannya.

. Keunggulan

a.

Saya menganggap merek Seven-Eleven memiliki mesin
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pembuat minuman kopi yang eksklusif.

Saya menganggap merek Seven-Eleven memiliki display
makanan siap saji yang mewabh.

Saya menganggap merek Seven-Eleven menyediakan
produk makanan dan minuman yang sehat.

Saya menganggap merek Seven-Eleven memiliki
tampilan display mesin pendingin minuman yang

menawan.

. Saya menganggap merek Seven-Eleven menyediakan

tempat makanan dan minuman dengan kemasan yang
baik.

Saya menganggap merek Seven-Eleven selalu
memberikan paket promo makanan dan minuman yang

menarik.

. Ketangguhan

a.

Saya menganggap merek Seven-Eleven memiliki kesan
tempat makan dan minum yang bersih dan rapih.

Saya menganggap merek Seven-Eleven sebagai ritel yang
menjual makanan dan minuman dengan konsep self
service (melayani sendiri).

Saya menganggap merek Seven-Eleven sebagai tempat
yang hanya membeli sebuah makanan dan minuman
maka bebas untuk memilih tempat duduk dan menikmati
free WiFi.

Saya menganggap merek Seven-Eleven adalah ritel yang
menyediakan produk minuman Big Gulp.

Saya menganggap merek Seven-Eleven memiliki mesin
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pembuat makanan dan minuman cepat saji.

C. KEPUASAN PELANGGAN

makanan dan minuman di Seven-Eleven.

a. Saya puas membeli makanan dan minuman di Seven-Eleven. O

b. Saya akan membeli makanan dan minuman di Seven- O
Eleven.

c. Saya berharap membeli makanan dan minuman di Seven- O
Eleven.

d. Keputusan saya tepat membeli makanan dan minuman di O
Seven-Eleven.

e. Saya senang membeli makanan dan minuman di Seven- O
Eleven.

D. KESETIAAN PELANGGAN

a. Pada masa mendatang saya akan setia untuk selalu membeli O
makanan dan minuman di Seven-Eleven.

b. Saya akan selalu membeli kembali makanan dan minuman O
di Seven-Eleven.

c. Seven-Eleven akan menjadi pilihan pertama saya jika O
membeli makanan dan minuman.

d. Saya tidak akan membeli makanan dan minuman selain di O
Seven-Eleven.

e. Saya akan merekomendasikan orang lain untuk membeli O

Terima kasih atas partisipasi anda






