TABLE OF CONTENTS

COVER PAGE

TITLE PAGE

DECLARATION OF AUTHENTICITY OF FINAL PAPER AND

UPLOAD AGREEMENT ...ttt I
APPROVAL PAGE BY FINAL PAPER ADVISOR ......ccccooiiiiiiiiiieiec v
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE ............. v
AB S T R A ..o ecererenrrerenner eyl S e vi
AB SR A K . ... eeeeerseesee e o RO Y B vii
PREEACHE "= 150, SENEE—_———"1................. i SSSSSSSSESS—  R viii
TABLE OF CONTENTS ......oooiiiii s X
LSTOFEI GURESEESSE................. KiCCSeess S B e . Xiil
ISSTHEOREN AL ESTE——............ (SIS S ... Bt Xiv
BSTHOFE APPENDIEESE . o............... 00 (RSEE.. .............. . socsiae . . XVi

CHAPTER 1 INTRODUCTION

1.1 Background of the StUAY...........cooiieiiiie i 1
1.2 Prghlem it atiors. e i M. B - e T (et e 6
1.3 Problem Earmaiation=.. ..o, e, it nan stanamaal e eveeneesareeranns 7
1.4 Objective of The RESEAICH .........c.evviviiiiiicciie e 7
1.5 Benefit of The RESEArCH.......cccviiiiiiiiicie s 8

1.5.1 Theoretical BENeTit..........ccveiiiiiieiiiee e 8

1.5.2 Practical Benefit..........ccoouiiiiiiieeese e 9

CHAPTER Il LITERATURE REVIEW AND HYPOTHESIS

DEVELOPMENT
2.1 Theory Of Marketing .......c..oeeiiiiiiie i 10
2.1.1 Marketing Management ............ccoiiiiieeeiiiiiee e 10



2.2
2.3
2.4
2.5

2.1.2 Service QUANILY ......ooiiiiiiiiiic e 11

2.1.2.1 Definition of Service Quality..........ccccovviiiiiniiiiiiiee, 11
2.1.2.2 Benefit of Service Quality ...........cccooviiiiiiiiiiie 12
2.1.2.3 Factors of Service QUality ..........coovviiiiiiiiiiiie e, 12
2.1.2.4 Indicators to Measure Service Quality..........c.ccoovvriininennn. 13
N0 B o o PSPPSR 15
2.1.3.1 Definition Of PriCe......cuveiiiieeiie e 15
2. 18882, GBIECtIVE ORPTICE. i i oot O ..., 15
2.1.3.3 PriCe SELING ...ccuvieiiiiiiiiiiesiee et 17
2.1.3.4 Indicators t0 Measure PriCe ..........ccvureirueeiiiieeeiiieesieeesieens 18
2.1.4 CUStOMEr LOYaAITY ...ccvveeiieiiie e 19
2.1.4.1 Definition of Cutomer Loyalty .........ccccceiiiiiiiiieiiieiee, 19
2.1.4.2 Types of Customer Loyalty ..........cccoovveiieiiiniiieiieeiee e, 20
2.1.4.3 Benefit of Customer Loyalty ..........cccoeovveiiiii i, 21
2.1.4.4 Indicators to Measure Customer Loyalty ............ccccveevveennne. 21
Previous RESEAICH. .cuu it eere i iiree s ohrasnnanss desssnassnesfhecsernessersentasssnssasnesnanssne 23
Hypothesis DeVEIOPMENT ...........coovvi i 27
RESEArCh MOEN ..o 29
Framework of ThinKing ........ccooiiiiii i 30

CHAPTER Il RESEARCH METHODOLOGY

3.1
3.2

3.3
3.4
3.5

ReSeaArGH-BESIGN ... ... . i e ToTemeanr s Aol Al b et a et e e e eveeaaeens 31
Population and SAmPIe ........coovveiiiie e 32
3.2.1 Research Location and TiMe .......ccceuieeiiieiieiiie e 32
3.2.2 POPUIALION ...ttt 32
3. 2.3 SAMPIE ... 32
Data Collection Method ...........ooviiiiiiiieiie e 34
Operational Variable Definition and Variable Measurement ..................... 36
Data Analysis Method............cccoeiiiiiiiie e 37
3.5.1 Descriptive Statistics Method ...........cccceoiviiiiiiiii e, 38
3.5.2 Research INStrument TeSE .........evviuiieiiiie e 40

Xi



3.5.3 Classical ASSUMPLION TESE ....cc.vveieiiiieiiiesiie e 41

3.5.4 Multiple Linear Regression TeSt........ccooveiiiiiieiiieiieeniee e 43
3.5.5 Coefficient Determination TeSt (%) ......cccceeeeerereeeeiieeeere e 43
3.5.6 HYPOTNESIS TESL......eeiiiieiieiiiesiiee i 44

CHAPTER IV RESEARCH RESULT AND DISCUSSION

4.1 General View of PT. Mandiri Sejahtera Makmur Jaya............c.ccccoevevnene. 46
4.1.1 Overview of PT. Mandiri Sejahtera Makmur Jaya ..............ccooveninenn 46

4.1.2 Vision and Mission of PT. Mandiri Sejahtera Makmur Jaya ............. 47

4.1.3 Organizational STFUCLUIE............oiiuiiiiiiie e 48

4.1.4 J0D DESCIIPLION ...t 48

4.2  Data Analysis RESUIL..........cooviiiiiiieie s 50
4.2.1 Test of Research INStrUMENt ..........ccveeiiieeiiire e 50

4.2. 1.1 Validity TeSE ..ocveeeiiiee et 51

4.2.1.2 Reliability TeSt.......cvveeiiee e 53

4.2.2 DESCIIPLIVE STALISTICS ....vvviivieeeiieeeiiiieesiee e st e sie e e srae e e e eaae e 53
4.2.2.1 Respondents’ Profile ...........cccuvvvvviiiiiiiiiiiiiiiii i 54

4.2.2.2 Explanation of Respondents on Research Variables.............. 55

4.2.3 Result of Data Quality TSt ........cceiuieeiiiieiiii e 77
4.2.3.1 Classical AsSumpPLion TeSt........ccceeviveeiiieeeiiiee e e ciie e 77

4.2.3.2 Multiple Linear Regression TeSt.........ccccveeviveeiieeeiiiieeiinens 83

4.2.3.3 Coefficient Determination TeSt (12) ......ccoovveveeeveeeeviereeeenans 84

4.2.3.4 HYPOLNESIS TESE......cvviiiiieeiiieeiiieeesiee e see e siee e see e e see e 85

4.3 DISCUSSION ...vviiiieiiieiie st et iee ettt ettt et e bt e st e et e sbe e baeenbeeanes 88

CHAPTERV CONCLUSION

B CONCIUSION. ..o 94
5.2 RECOMMENUALION ...t 96
REFERENGCES ...ttt neas 99

Xii



Figure 1.1
Figure 2.1
Figure 2.2
Figure 4.1
Figure 4.2
Figure 4.3
Figure 4.4

LIST OF FIGURES

Number of Order 2016-2020 PT. Mandiri Sejahtera Makmur Jaya .5

Research Model ... 29
Framework of ThiNKING ..o 30
Organizational StrUCTUIe.........ccvveiiiieecee et 48
Histogram of Normality TeSt ........ccccoveiiiiiiiiiiic e 79
Normal P-P Plot of Normality Test ........cccccceiiviiiiiiieiiieiien 79
Scatterplot of HeteroscedastiCity TeSt .......cccccovevieiiiiiiieninieinennn, 81

Xiii



Table 1.1
Table 3.1
Table 3.2
Table 4.1
Table 4.2
Table 4.3
Table 4.4
Table 4.5
Table 4.6
Table 4.7
Table 4.8
Table 4.9
Table 4.10
Table 4.11
Table 4.12
Table 4.13
Table 4.14
Table 4.15
Table 4.16
Table 4.17
Table 4.18
Table 4.19
Table 4.20
Table 4.21
Table 4.22
Table 4.23
Table 4.24
Table 4.25

LIST OF TABLES

Number of Order 2016-2020 PT. Mandiri Sejahtera Makmur Jaya . 4

LIKErt SCale ..o 35
Operational Variable Definition, Indicators, Scale ......................... 37
Validity Result of Variable X1 (Service Quality) .........cccccevvenn. 51
Validity Result of Variable Xz (Price) .......cccooeiiiiiiiiiiciiciee, 52
Validity Result of Variable Y (Customer Loyalty) ...........c.cccceeeee. 52
Reliability Test Result on Research Variable .............cccccooovveinnnn. 53
Gender CharaCteriStiC ..........eovvveerieeeiiieesiir e e 54
AJE CharaCteriStiC ........c.covuiriiiiiieiiie i 55
Questionnaire for Service Quality (SQ1) ...ccccovvvveviieeiie e, 56
Questionnaire for Service Quality (SQ2) ......cccovvvviieeiie e, 57
Questionnaire for Service Quality (SQ3) ...cc.ceoovvveviiieiie e, 57
Questionnaire for Service Quality (SQ4) ......ccovveviveeiiie e, 58
Questionnaire for Service Quality (SQ5) ......cccovveviieeviie e, 58
Questionnaire for Service Quality (SQB6) .......ccccvveviveeviiieeiiiee e, 59
Questionnaire for Service Quality (SQ7) ...ccccovovveviieeiie e, 60
Questionnaire for Service Quality (SQ8) .......ccocvveviieeviie e, 60
Questionnaire for Service Quality (SQ9) ......cccovveiiieeiiieecee e, 61
Questionnaire for Price (P1) ...cccccoovveiiiieeiee e 62
Questionnaire for Price (P2) ......coooveeiiiiiie e 62
Questionnaire for Price (P3) ......coovveiiie e 63
Questionnaire for Price (P4) .....ccoovve i 64
Questionnaire for Price (P5) .....cccccovveiiiii e 64
Questionnaire for Price (P6) .......ccccveeviieiiee e 65
Questionnaire for Price (P7) ...cocoovveiii e 65
Questionnaire for Price (P8) .......cccoveiiiieiiee e 66
Questionnaire for Customer Loyalty (CL1) .....cccccooviivieiiiiiineeene, 67
Questionnaire for Customer Loyalty (CL2) .........ccocviveeiiiiiineennnn, 68

Xiv



Table 4.26
Table 4.27
Table 4.28
Table 4.29
Table 4.30
Table 4.31
Table 4.32
Table 4.33
Table 4.34
Table 4.35
Table 4.36
Table 4.37
Table 4.38
Table 4.39
Table 4.40
Table 4.41
Table 4.42
Table 4.43
Table 4.44
Table 4.45
Table 5.1

Questionnaire for Customer Loyalty (CL3) ......ccccoovvviieiiiiiienne, 68
Questionnaire for Customer Loyalty (CL4) .......cccoovvviieiniiiien, 69
Questionnaire for Customer Loyalty (CL5) ........cccooovviiieiiiiinennn. 70
Questionnaire for Customer Loyalty (CL6) ........ccccoovvviveiviennennn. 70
Questionnaire for Customer Loyalty (CL7) .....cccocevvvviiieniiiiiee 71
Questionnaire for Customer Loyalty (CL8) ........ccccccvvvieiviininennn. 72
Questionnaire for Customer Loyalty (CL9) ........cccooovvviiiiviiinennn. 72
INIERANETA5S 5. 0. ThN. . B o SO, S ........................ 74
Descriptive Statistics Result from Service Quality (X1)................ 74
Descriptive Statistics Result from Price (X2).......cccoveviiiiiinninnnne. 75
Descriptive Statistics Result from Customer Loyalty(Y)................ 76
NOFMAILY TESE ... 78
HeteroScedastiCity TeSt........civuvieiiieeiiiresiie e e e e e e 80
Linearity Test for Service Quality to Customer Loyalty................. 82
Linearity Test for Price to Customer Loyalty............cccceeovvvevnennnne, 82
MUIICOIINEAItY TSt .....vveeiiie et 83
Multiple Linear Regression TeSt.......c.veuvvveiiieeeiiieesieeeciee e 83
Coefficient Determination TeSt.........ccccveiiveiiieiiiieiiie e 84
BRTEST ... R TSR 85
STIEEL ...« e ke . O e "SR e e 87
Managerial Implication............ccccveiiiieiiiee e 98

XV



LIST OF APPENDICES

APPENDIX A: QUESTIONNAIRE ....oooiiiii e A-1
APPENDIX B: PRE-TEST RESPONDENT TABULATION ......ccccooiiveiinene B-1
APPENDIX C: PRE-TEST SPSS RESULT ....oooiiiiiiiiceee e C-1
APPENDIX D: MAIN TEST RESPONDENT TABULATION ........cccceevinen D-1
APPENDIX E: MAIN TEST SPSS RESULT ...coovviiiiiiiiiieie e E-1
APPENDIX F: DISTRIBUTION OF R-TABLE, F-TABLE, AND T-TABLE .F-1
APPENDIX G: COMPANY APPROVAL LETTER .....ccccoeiiiiiiiiiiicei G-1

XVi



