DAFTAR ISI

HALAMAN PERNYATAAN ORISINALITAS .... Error! Bookmark not defined.

HALAMAN PERSETUJUAN PEMBIMBING ..... Error! Bookmark not defined.
HALAMAN PENGESAHAN...couutteeeeereeeeereeesssennes Error! Bookmark not defined.
SURAT PERNYATAAN .uuuueeeieeereeeneneeeeecsessesssssennes Error! Bookmark not defined.

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASIError! Bookmark not defined.

KATA PENGANTAR .....iiiirirerirerererereresessssssssssssrone Error! Bookmark not defined.
ABSTRAK .aeeeciiiienneenenneiiisssnnssssssesssssssssssssssssssssssss Error! Bookmark not defined.
DAFTAR IS iiieiiiiiiiieeeeeesessscssessesssssbisitessssssssssssssssssssssssssssssssssssssssssssssssssssssssssss X
DAFTAR TABEL ...auueeiieeneeeeereeseecseetorossssssssssssssssssssssssssssssssssssssssssssssssssssssssse xiii
DAFTAR GAMBAR.....ocieieieressreessssesssssesssssssosssssssssssssssssssssssssssssssssssssssssssssssssssss XV
DAFTAR LAMPIRAN...

BAB 1 PENDAHULUAN ....... B8 0L 0. SR Error! Bookmark not defined.
1.1 Latar Belakang ..........ccneoiitineeenieniieiieeee Error! Bookmark not defined.
1.2 Identifikasi Masalah .............oieee oot Error! Bookmark not defined.
1.3 Batasan Masalah..........cooovuummmoeeeeeeeeeniiiiise.. Error! Bookmark not defined.
1.4 Perumusan Masalah........ccccooeeeeeieeeiieiean... Error! Bookmark not defined.
1.5 Tujuan Penelitian..........ccceeeveeveveeniieennnenns Error! Bookmark not defined.
1.6 Manfaat Penelitian..............ueeeeeeeeeeeeeeeeeeeennenes Error! Bookmark not defined.

1.6.1. Manfaat TeoritiS.......ccccecvvvvveeeeeeeeennnnnn.. Error! Bookmark not defined.
1.6.2. Manfaat PraktiS.........ccccommveeeeeeeeeennnnn. Error! Bookmark not defined.

BAB 2 TINJAUAN PUSTAKA.....uuuuueeeeeeeeereeennnennns Error! Bookmark not defined.

2.1 Tinjauan Pustaka ..........c.cccceeviiieniiniiieniene, Error! Bookmark not defined.
2.1.1. Manajemen .........ccceceeeveerueenveeneeennnenns Error! Bookmark not defined.
2.1.2. Manajemen Pemasaran......................... Error! Bookmark not defined.

X

Universitas Buana Perjuangan Karawang



2.1.3. Perilaku Konsumen..............eeeveveeeeenne. Error! Bookmark not defined.

2.1.4. Pengalaman Pelanggan......................... Error! Bookmark not defined.
2.1.5. Kepuasan Pelanggan...........c...cc.u....... Error! Bookmark not defined.
2.1.6. Minat Beli Ulang ...........ccccceevvevneennee. Error! Bookmark not defined.
2.2 Hasil Penelitian Terdahulu..........ccccocceeenee Error! Bookmark not defined.
2.3 Kerangka Pemikiran...........cccccoevveeniieniennnn. Error! Bookmark not defined.

2.3.1 Pengaruh Pengalaman Pelanggan Terhadap Kepuasan PelangganError! Bookmark not
2.3.2 Pengaruh Pengalaman Pelanggan Terhadap Minat Beli UlangError! Bookmark not de
2.3.3 Pengaruh Kepuasan Pelanggan Terhadap Minat Beli UlangError! Bookmark not defin
2.3.4 Pengaruh Pengalaman Pelanggan Terhadap Minat Beli Ulang

Melalui Kepuasan Pelangan ................. Error! Bookmark not defined.

2.4 Hipotesis Penelitian..... .o veeeeieeeciieeeen, Error! Bookmark not defined.
BAB 3 METODOLOGI PENELITIAN.......cccceeuc.. Error! Bookmark not defined.
3.1. Desain Penelitian.........c..ccoceveeeecnfibocnnennns Error! Bookmark not defined.
3.2. Lokasi dan Waktu Penelitian.........L.L............ Error! Bookmark not defined.
3.2.1. Lokasi Penelitian ... bbi e Error! Bookmark not defined.

3.2.2 Waktu Penelitian oo ooeeians ! Bookmark not defined.

3.3. Definisi Operasional Variabeh. r». men4m. 2 Error! Bookmark not defined.
3.3.1. Definis Operasional Pengalaman PelangganError! Bookmark not defined.
3.3.1. Definisi Operasional Kepuasan PelangganError! Bookmark not defined.
3.3.2. Definisi Operasional Minat Beli UlangError! Bookmark not defined.

3.4. Populasi, Sampel dan Teknik Sampling....... Error! Bookmark not defined.

3.4.1. Populasi Penelitian..............ccccecurennennne. Error! Bookmark not defined.
3.4.2. Sampel Penelitian ..........c.cccccvevevnennnee. Error! Bookmark not defined.
3.4.3. Teknik Sampling..........c.ccceevevveerrreenne. Error! Bookmark not defined.
3.5. Pengumpulan Penelitian............ccccceeveennnne. Error! Bookmark not defined.
3.5.1. Sumber Data Penelitian .............c......... Error! Bookmark not defined.
3.5.2. Teknik Pengumpulan Data .................. Error! Bookmark not defined.
3.5.3. Instrumen Penelitian .............ccoceeneeeee Error! Bookmark not defined.
3.6. Analisis Data.........cccceververieniniinieneecnne Error! Bookmark not defined.
3.6.1. Rancangan AnaliSis........c.ccceeeenierreenennne. Error! Bookmark not defined.
xi

Universitas Buana Perjuangan Karawang



3.6.2.Uji Instrumen. ..........c.coeceeeveeniieeieennnnnne. Error! Bookmark not defined.

3.6.3.Uji Asumsi Klasik ...........ccoooveeirennnnne. Error! Bookmark not defined.
3.6.4.Uj1 HIpOtesiS ....ccoouveervieeeiieeeiieeeiee e Error! Bookmark not defined.
BAB 4 HASIL DAN PEMBAHASAN.....ccccceceevurenenns Error! Bookmark not defined.
4.1. Hasil Penelitian...........cccevvveeiieniieniienieene. Error! Bookmark not defined.
4.1.1.Profil Lokasi Penelitian ........................ Error! Bookmark not defined.
4.1.2 Profil Responden ...........cccccveeevveennnenns Error! Bookmark not defined.
4.1.3 Hasil Pengujian Keabsahan Data.......... Error! Bookmark not defined.
4.1.4 Transformasi Data ............ccceevuveenennnen. Error! Bookmark not defined.
4.1.5 Analisis Deskriptif.........cccoocvveviiennnnnen. Error! Bookmark not defined.

4.1.6 Uji Model, Analisis Verifikatif dan Uji HipotesisError! Bookmark not defined.
4.2 Pembahasan Penelitian.......cc..ooccotnveeennen.. Error! Bookmark not defined.
4.2.1 Pembahasan Deskriptif..........00........... Error! Bookmark not defined.
4.2.2 Pembahasan Verifikatif .........[d............ Error! Bookmark not defined.
BAB 5 KESIMPULAN DAN SARAN............cceiis Error! Bookmark not defined.
5.1. Kesimpulan...ou.....oocueeneiiiiiiiiie Error! Bookmark not defined.
5.2 Saran rror! Bookmark not defined.
DAFTAR PUSTAKA. ..ottt sliidondiones Error! Bookmark not defined.
LAMPIRAN....uiiiiinninnnissaiesssssstssnsssstisnssesssssssssssass Error! Bookmark not defined.

xii

Universitas Buana Perjuangan Karawang



DAFTAR TABEL

Tabel 1.1 Hasil Kuisioner Pra Survey Variabel Pengalaman Pelanggan

DOTS Greentea Karawang .................... Error! Bookmark not defined.
Tabel 1.2 Data Mahasiswa Universitas Buana Perjuangan Karawang .......... Error!
Bookmark not defined.
Tabel 2.1 Tinjauan Pustaka Pengalaman PelangganError! Bookmark not
defined.
Tabel 2.2 Tinjauan Pustaka Kepuasan Pelanggan.Error! Bookmark not defined.

Tabel 2.3 Tinjauan Pustaka Minat Beli Ulang....... Error! Bookmark not defined.

Tabel 2.4 Hasil Penelitian Terdahulu......Lcul.......... Error! Bookmark not defined.
Tabel 3.1 Waktu Penelitian...........cccceeecee v Error! Bookmark not defined.
Tabel 3.2 Oprasional Variabel Penelitian /1........... Error! Bookmark not defined.
Tabel 3.3 Skala Likert............ccccoieneiiiit b Error! Bookmark not defined.
Tabel 3 4 Analisis Rentang=Skala_.............L........ LBookmark not defined.
Tabel 4.1 Jenis Produk ......co...... 5.0 5. 5w 0 5.5 5 58+ Error! Bookmark not defined.
Tabel 4.2 Profil Responden.......ccoueecveenieenieennennee. Error! Bookmark not defined.
Tabel 4.3 Hasil Uji Validitas Variabel Pengalaman Pelanggan (X1)............ Error!
Bookmark not defined.

Tabel 4.4 Hasil Uji Validitas Variabel Kepuasan Pelanggan (X2)................ Error!

Bookmark not defined.

Tabel 4.5 Hasil Uji Validitas Variabel Minat Beli Ulang (Y)Error!  Bookmark
not defined.

Tabel 4.6 Hasil Uji Reliabilitas.............ccceeennnennee. Error! Bookmark not defined.
Tabel 4.7 Hasil Uji Normalitas Kolmogorov-Smirnov Monte Carlo ............ Error!
Bookmark not defined.

Tabel 4.8 Hasil Uji Heteroskedestisitas Spearmen’sError! Bookmark  not
defined.

Tabel 4.9 Analisis Deskriptif Rentang Skala......... Error! Bookmark not defined.

xiil
Universitas Buana Perjuangan Karawang



Tabel 4.10 Tanggapan Responden Mengenai Pengalaman Pelanggan.......... Error!
Bookmark not defined.
Tabel 4.11 Tanggapan Responden Mengenai Kepuasan Pelanggan.............. Error!
Bookmark not defined.

Tabel 4.12 Tanggapan Responden Mengenai Minat Beli UlangError! Bookmark

not defined.

Tabel 4.13 Uji Regresi Model 1...........cccveeennnenne. Error! Bookmark not defined.
Tabel 4.14 Koefisian Determinansi (R?) Model 1 .Error! Bookmark not defined.
Tabel 4.15 Uji Regresi Model 2..........ccceevvenneennee. Error! Bookmark not defined.

Tabel 4.16 Koefisien Determinasi (R?) Model 2 ..Error! Bookmark not defined.
Tabel 4.17 Pengujian Pengaruh Parsial Pengalaman Pelanggan (X1)

Terhadap Kepuasan Pelanggan (X2)...Error! Bookmark not defined.
Tabel 4.18 Pengujian Pengaruh Parsial Pengalaman Pelanggan (X1)

Terhadap Minat Beli Ulang (Y).......... Error! Bookmark not defined.
Tabel 4.19 Pengujian Pengaruh Parsial Kepuasan Pelanggan (X2)

Terhadap Minat Beli Ulang (Y)........... Error! Bookmark not defined.
Tabel 4.20 Koefisien Regresi Pengalaman| Pelanggan (X1) Dan

Kepuasan Pelamli Ulang (Y)....... Error!

Bookmark not defined.

Xiv
Universitas Buana Perjuangan Karawang



DAFTAR GAMBAR

Gambar 1.1 Pertumbuhan Ekonomi Kategori Penyediaan Akomodasi dan

Makan Minum-!éabupW—l—ééowError! Bookmark
not defined.
Gambar 1.2 Data Penjualan DOTS Greentea Karawang Pada Tahun 2019 - 2020

................................................................................ Error! Bookmark not defined.
Gambar 1.3 Testimoni Pelanggan DOTS Greentea Peruri Karawang.......... Error!
Bookmark not defined.

Gambar 2.1 Paradigma Penelitian.............cc..c........ Error! Bookmark not defined.
Gambar 3.1 Desain Penelitian............coceveeviiriiniiiiiiiinieieceeeeeceeee e 30
Gambar 3.2 Path ANalYSiS.......ccciiiieiiieeiiecie et 41
Gambar 4.1 Logo DOTS Greentea......................... Error! Bookmark not defined.
Gambar 4.2 Struktur Organisasi DOTS Greentea..........cccceecveeveereeenieenveenieennens 49

Gambar 4.3 Hasil Uji Heteroskedestisitas ScatterplotError!  Bookmark  not
defined.

Gambar 4.4 Pengaruh X1 terhadap X2 ......cccoeeviiiiiiiiieieeeeeeeeee e 64
Gambar 4.5 Pengaruh X1 Terhadap Y .....cccoeviiiiiiiiieiiee e 66

XV
Universitas Buana Perjuangan Karawang



Gambar 4.6 Pengaruh X2 terhadap Y .....ooovveiiiiiiiiiieciiceeeeceeeee e 66

Gambar 4.7 Pengaruh X1 terhadap Y melalui X2 ......ccoocovviiiiiiniiiiniiniieieene 66
Gambar 4.8 ANALISIS JAIUT ... e eeeeeeeeees 68
GamMDAT 4.9 SODEL TEST ..o e e e e e e aaeeeaaaaeaes 71
|
J

Xvi
Universitas Buana Perjuangan Karawang



DAFTAR LAMPIRAN

Lampiran 1 Surat [zin Penelitian............cccceeeevuennnnne. Error! Bookmark not defined.
Lampiran 2 Kuisioner Penelitian ............cccccccvveenennn. Error! Bookmark not defined.
Lampiran 3 Tabulasi Data Kuisioner Variabel Pengalaman Pelanggan (X1)Error! Bookmark not d
Lampiran 4 Tabulasi Data Kuisioner Variabel Kepuasa Pelanggan (X2)Error! Bookmark not defir
Lampiran 5 Tabulasi Data Kuisioner Variabel Minat Beli Ulang (Y)Error! Bookmark not defined
Lampiran 6 Uji Validitas Variabel Pengalaman Pelanggan (X1)Error! Bookmark not defined.
Lampiran 7 Uji Validitas Variabel Kepuasa Pelanggan (X2)Error! Bookmark not defined.
Lampiran 8 Uji Validitas Variabel Minat Beli Ulang (Y)Error! Bookmark not defined.
Lampiran 9 Uji Reliabilitas Variabel Pengalaman Pelanggan (X1)Error! Bookmark not defined.
Lampiran 10 Uji Reliabilitas Variabel Kepuasan Pelanggan (X2)Error! Bookmark not defined.
Lampiran 11 Uji Reliabilitas Variabel Kepuasan Pelanggan (Y)Error! Bookmark not defined.
Lampiran 12 Transformsi Data Interval dengan MSI Variabel

Pengalaman Pelanggan (X1)................ Error! Bookmark not defined.

Lampiran 13 Transformsi Data Interval dengan MSI Variabel

Kepuasan Pelanggan SN Error! Bookmark not defined.
Lampiran 14 Transformsi Data Interval'dengan'MSI Variabel

Minat Beli Ulang (Y) oieeveeeveenieennnnnne. Error! Bookmark not defined.
Lampiran 15 Hasil Output Uji Regresi Model 1.:...... Error! Bookmark not defined.
Lampiran 16 Hasil Output Uji Regresi Model 2........ Error! Bookmark not defined.

Lampiran 17 Hasil Uji Sobel Test.........ccceevveeennnennns Error! Bookmark not defined.
Lampiran 18 Surat Keterangan Lulus Pengecekan TurnitinError! Bookmark not defined.
Lampiran 19 Daftar Riwayat Hidup..........ccccceeueneenne. Error! Bookmark not defined.

XVvii

Universitas Buana Perjuangan Karawang



