Daftar isi

Halaman

PERNYATAAN DAN PERSETUJUAN UNGGAH TUGAS AKHIR............ iii
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR ....oovveeeeee. i
PERSETUJUAN TIM PENGUJI TUGAS AKHIR.....coooieee e iv
A B S T R A e ettt a e X
A B S T R A T e et e e e ettt e e e e e e e e ettt e e e e e a e e —raaaeeaaas Xi
KKAT A PENGANT AR .ottt et e e e e e e e e e eeeeeeaaaaas Xii
DA AL 1Sttt e e e e —————aaaaaaaaa XV
B A B | .o et ———————— 2
PENDAHULUAN ...ttt et e e e e e e e e ettt e e e e e e e e ae e eeees 2
1.1.Latar Belakang
............................................................................................................................. 2
1.2. Rumusan Masalah
........................................................................................................................... 11
1.3. Tujuan PeNEltian ........cccooiiiiiie et 12
1.4. MaNTaat PENEITIAN ...t eneeeeeneneeee 12
1.4, 1 MaANTAAE TOONTTIS ..ttt eeeeeneeenenenennes 13
1.4.2  Manfaat Prakuikal ...........ooeeeeeeeeeeeeeeeee e eeeeeeeeeeeeeenenees 13

1.5, SistematiKa PENEIITIAN ......eeeeeeeeee e eeeeeeeeeneneeees 14
B I 16
2.1 TINJAUAN LITEIATUN......eoitieiieiie st 16



2.1.1 CUSLOMET EXPEITENCE ....vevvevetietesieeie ettt sb e 16

2.1.2 Pleasure, Arousal dan DOMINANCE.........ccccoevuvereiiiiiiee e 18
2.1.3 Brand EQUILY ......cccoveiiieieicseeeee e 23

2.2 Hubungan Antar Variabel ... 32
2.2.1 Bank Experience terhadap Pleasure............ccocoovniiinieiinenneniiens 32
2.2.2 Bank Experience terhadap Arousal ............cccccoovveviiieiieciece e, 33
2.2.3 Bank Experience terhadap Dominance .........ccccccoevevveieece e, 33
2.2.4 Pleasure terhadap Brand EQUILY ..........ccceeiiiieiecve e 34
2.2.5 Arousal terhadap Brand EQUILY..........ccccoveveiiieiicie e 35
2.2.6 Dominance terhadap Brand EQUILY ..........ccocoviiiiiiiiieieec s 35

2.3 MOdel PENelITIAN .......cceiiiiiiec e 37

= 7= 1 T 1 USSR 38
METODE PENELITIAN ...ttt 38
3.1. Paragdima Penelitian...........ccccoveiuiiieiicic s 38
3.2.J8NIS PENEIHTIAN . ......eiiiiiiiicie e 38
3.3. Definisi Konseptual dan Definisi Operasional.............cccccoovvevieiiieiiiecnnnns 38
B4 UNIEANALISIS.....ciiiiiicce e 43
3.5.Desain Sample Dan Jumlah Sample ........cccooveiiieiciicceec e 44
3.6. Metode Pengumpulan Data..........cccccveiiiiiiiiie i 45
3.7.Pengembangan KUBSIONET .........ccuiueiierieiie et 46

Xi



BAB [V e 56
4.1Profil responden
........................................................................................................................... 56

4.1.1 JeniS KelamiN ........ooiiiiiiiieee e 56
B.1.2  USIA .ottt 57
4.1.3 PENCIATKAN......cviiiiiiiiiei e 58
414 PEKEIJAAN ....eoveeeiieete ettt 58
4.1.5 DOMISTI ..ot 59
4.2 Statistik deskriptif
........................................................................................................................... 60
4.2.1 Bank Experience (ACCESSDIlITY) ......ccocoiiiiiiiiiiiieeee s 60
4.2.2 Bank Experience (Ease of doing bUSINESS) ........ccevveriereriencninininnnns 61
4.2.3  Bank Experience (executional excellence) ..........cccocvviiiininnnnnns 61
4.2.4 Bank Experience (Personalized Offering) ........cccocooeveieneninennnennnns 62
4.2.5 Bank Experience (Staff Engagement) ..........cccoovvienenenenenenenennens 63
4.2.6 Bank Experience (Value of MONEY) .......ccoovviiiniiiiieie s 64
4.2.7 Bank Experience (RepULation) .........cccovereririiinieiienenie e 65
Tabel 4.13 Statistika Deskriptif Bank Experience (Reputation)................... 65
A.2.8 PIBASUIE ...t 66

xii



A.2.9 ATOUSAL ... 66

4.2.10 DOMINGANCE .....oiviiiiiiitiitieieeiee ettt bbb 67
4.2.11 Brand EQUILY ......ocueiiiiiiiiiiieeee e 68
4.3 Hasil pengujian Statistik Inferensial ............ccccoiiiiniiiiis 68
4.3.1 Hasil Pengujian Model Pengukuran (Outer Model)..........cccccoeveinennene 69
4.3.2 Hasil Pengujian Model Struktural (Inner Model) ... 77
4.4 PEMDENASAN ... .ottt 82
4.4.1 Pengaruh bank experience terhadap pleasure pada bank BCA ........... 82

4.4.2 Pengaruh bank experience memiliki pengaruh terhadap arousal bank

BCA 83
4.4.3 Pengaruh bank experience terhadap dominance bank BCA ................ 84
4.4.4 Pengaruh pleasure terhadap brand equity bank BCA............cccccevene. 84
4.4.5 Pengaruh arousal terhadap brand equity bank BCA ..........cccccoveeienine 85
4.4.6 Pengaruh dominance terhadap brand equity bank BCA....................... 85
BAB Ve 87
5.1 KESIMPUIAN ...t 87
5.2Implikasi Teoritis
........................................................................................................................... 87
5.3 Implikasi Manajerial ...........ccocoiiiiiiiiii e 90
5.4 Batasan Penelitian .........cccooeiiiiiiiiiiiieee e 92

Xiii



5.5 Saran Penelitian Selanjutnya...........cccooeiiiiiiiiiiieeeee e 93

Daftar PUSTAKA..........ccieiiiie e 94
LAMPIRAN ..ottt ettt se s e e e te st e ntesnesreene e 99
Data FESPONUEN.........eeiieeecieecte ettt e e e e sre e e e sreeee s 99

Xiv



