DAFTAR ISI

HALAMAN PENGESAHAN ... ..ot I
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI........cccccocvvenenn. iii
HALAMAN PERNYATAAN ORISINALITAS ..ot Y
EESPRAK.... N N ... e\ S .. NS N Y vii
ABSTRAGT . . il et - - - - - 1 - N - - - IX
KATA PENGANTAR,...ZAN. . A T HAN .. 8. . D RAN ... 8. Xi
AT ARGS | v 7 A ... . ... i LA ., Xiii
DIAFTRGPCANIBAR MA@ 0. ..o TR AP 4 WA XV
RARFAR TABEL hUL. L~ 0LV el ... B B XVii
BAFFARLAMBEIR AQIS R S e e .. 70 . Xix
BAB | PENDAHULUAN ... ...ttt 1
Bllatar Belak@Bgh s .......... 0 B Y. . 4@F....... \ROR) ... ... . R0 1
1.2 RUMUSAN MASAIAN ....coeeiiiiiiicc e 4
1.3 Tujuan Penelitian.........ccooeieiiniiiii e 5
1.4 Manfaat PEnelitian...........ccocoveeiiie it 5
1.5 Batasan PeNelitian ...........ccooovveiiiie e e 5
BAB 1l KAJIAN PUSTAKA ..ttt 7
PN ECT G CEET R Mo n ) 40N Y S ORI o N" /A . W 7
27141PPernasanan ... NS Y. PPN, A\ A N T 7
A2 POSItiQning L4 ... e il ... . BN A ... XA 8
2.1.3 Kualitas Pelayanan............cccceiveiieeiie i 11
2.1.4 Lokasik......4..... 0 FARW....... ... FIRW......4...... A FIVW."....4.. 12
2.1.5 Harga e\ ... T\ Ve ... N Nl ... AN 12
2.1.6 FitUrim, . ... i S, - A T ... . .. P, R . . .o 13
2.1.7 Desain'..... 8. . F8N. ... 8 " FRN .. 8. AN LB 14
2.1.8 Layanan PUurna Jual ...........ccceeiieiiiiiie e 15
T N AN NS RN NN AN N 15
2.1.10 PrOSES PEISEPSI.....ueiiueeiiieiiieiiteeiiteeatesseeessessssesssessateesseessesssessssssanssnse 18
2.1.11 Faktor Yang Mempengaruhi PersepsSi.........cccvvereereerveresieeseesveseenens 18

Xiil



2.2 Penelitian TerdanUIU ..........ooo et 19

2.3 Kerangka PeNeIItian .........ccccviieiieeiiiie it 22
BAB 11l METODE PENELITIAN.....ocitiiitceies e 23
3.1 Pendekatan PENIITIAN .........cooiiiiiiiiieiee e 23
3.2 Jenis dan SUMDEr Data.........c.cooeririiiiiiiie e 23
3.3 Metode Pengumpulan Data............ccceeieieeieiieeieeie e 23
3.4 Definisi Operasional Penelitian ..........cccccueviiieiieeniiicieese e 24
3.4.1 Variabel Penlitian .......c.ocveiierieiieiiee et 24
3.4.2 Definisi Operasional dan Indikator Penelitian ...........cccccooovevviieinennenn 24

B 54PERULa 3L TS aniigiPed . ®..". . oovrrremecnzre e R ... AR b SRS, 27
3.54 Populasi,.n V7. g VL B I s, e R 27
3.5.2 Sampel dan Ukuran Sampel ..., 28
3.5.3 Skala Psikometrik Penelitian...........cccooviieiieieiieiiesice e 28
3.6 Uji C0oDa INSIIUMEN ... 29
3.6q0) 1 (e ... W e, . T A A \ W\ s 29
8.6.2°Wji REUEMItaS......... .o W e L L LB 29
3.7 Teknik ANaliSiS DAL ......cccveveiierieeie ettt sre e nne e 30
3.7.1 Analisis Statistik DesKriptif .........c.ccocoiiiiiiiiii e, 30
BAB IV HASIL PENELITIAN DAN PEMBAHASAN ........ccccoooiiiiiieieenen, 31
4.1 Gambaran Umum Obyek Penelitian ............cccccooveiiiieeiiiiiiie e, 31
4.2 Karakteristik RESPONAEN.........cociiiiiiie et 32
4.3 Uji Instrumen Penelitian ............cccoviiiiiieii e 35
4.3.1 Uji Validitas INStrUMEN .......coveiiieiieeee e 35
4.3.2 Uji Reliabilitas INStrUMEN .........ccoiiiiiieiiecec e 36
4.4 Presepsi RESPONAEN 1 ... cxseratiun. oh o sahanncuis o suuaadhban st ba sabasn cGET e oo cTERe AR HRe dh b s 37
4.4.1 Variabel Kualitas Pelayanan ..........c..ccccoooeiiiiiiiieiic e 37
4.4.2Variabel LOKASI .....ccoieiiieiiiie e 41
4R34V aridBElNEArGREAY.... I AT R .. a4 43
AR AP T tUT e ... A R ... A AT 46
4.4.5 Variabel DESAIN ...........cccceiveieiiiii et ree s ee e e e ene s anne s 48
4.4.6 Variabel Layanan Purna Jual............ccccceveieeiieieiiesece e, 50

Xiv



4.5 HaSil ANaliSiS CIUSTEN .......c..oiiiiiiii it 52
BAB V KESIMPULAN DAN SARAN .....cooiiiiiieictieie e 57
SUKesimpulanh Y ® . Y. . WhVSgs . Y. _BiVlg . V.. _*iAiS 57
SVARSY 1 1A R Ny ==y s ey SOy R o7
DAFTAR PUSTAKA ...ttt 59

XV



