DAFTAR ISI

Halaman JUAUL .........ooiiii s i
Halaman PersetUJUAN ..........c.ooviiiiiiiiii e i
Halaman Pernyataan ............cooeiieiieieiie e i
Kata PENQANTAT .......cciviiiiiie ettt ettt sreeteanaenneas iv
ADSTFAK ... vi
ADSEFACT ...ttt vii
DATTAN IST ..ttt sttt re et nne s viii
Daftar TADEl ........o oo Xi
Daftar GAMDAT .........oiiiiiieice s Xii
Daftar LamMPITAN.......c.ocouiiieiiee ettt st sre et nneas Xiii
BAB I PendanUIUAN.........cooiiiieiiccce e s 1
1.1 Gambaran Umum ODbjek Penelitian ..........c.ccoovviiiiiniiiiiinccceceeeees 1
1.2 Latar Belakang Penelitian ...........ccccceiveiiiiii i 2
1.3 Identifikasi Masalah ..........ccccuiiiiiieiee e 10
1.4 Tujuan Penelitian. ... 10
1.5 Kegunaan Penelitian. ... 11
1.6 Sistematika Penulisan SKIiPSI ........ccccovveiiiiiiiicie e 11
BAB Il Tinjauan PUSTAKA..........c.cccveiuiiieieeie e 13
2.1 RANGKUMAN TEOM ..veiuiiiiiiittitesie sttt 13
2.1.1 Manajemen PEMASAIAN .......ccocueruerueruirieiieeeiesiesie e 13
2.1.2 Perilaku KONSUMEN.......cuiiiiiiiiesie et 14
2.1.3 Theory Planned Behavior ............ccccueiiiiiiiiiiec e 15
2. 1.4 PEISEPSE c.veuvetiitiiteeie ettt bbbt 18
2.1.5 Customer SatisfaCtion ..........ccccvveveiiiiiieie e 20
2.1.6 Customer Switching INtention..........ccccceeiiiiii e 22
2.2 Hubungan Antar Variabel ... 23

2.2.1 Persepsi dengan Customer Satisfaction ............ccccooceverinienisiininiennnn, 23



2.2.2 Customer Satisfaction dengan Customer Switching Intention............ 23

2.2.3 Persepsi dengan Customer Satisfaction dan Customer

SWItChING INtENTION ...cvviiieece e 24

2.3 Penelitian TerdanUlU .........cccocv i 25

2.4 Kerangka PEMIKITAN .......cccoiiiiiiiiiieeeee s 32

2.5 Hipotesis Penelitian...........cccoviiiieiiie e 33

2.6 Ruang Lingkup Penelitian ..........ccccooeiieiieii i 34

BAB [l Metode PeNnelitian ..........ccccoiiiiiieiiieiee e 35

3.1 JeniS PENEIITIAN ......ocvieiicc e 35

3.2 Operasionalisasi Variabel............c.ccooiiiiiiiee e 35

3.3 SKala PENQUKUIAN .........ccviiiicie et 37

3.4 Tahapan Penelitian .........c.ccoveiiiiieiieie e 37

3.5 Populasi dan SAMPEL .......ccooiiiiiiiiice s 39

3.5.1 POPUIBST. ..o 39

3.5.2 SAMPEL o 39

3.6 Teknik Pengumpulan Data............ccccveiiiieiiiic i 40

3.7 Teknik ANaliSiS Data........cccveiviieiieiieie et 41

3.7.1 ANalisis DeSKITPLIT ......cciiiiiieieeee s 41
3.7.2 Analisis Path Dengan Menggunakan Permodelan

SEM (Structural Equation Modelling) .........cccccvvveveiieieeie e 43

3.7.3 Analisis Statistik Inferensial ............cccooveriiiieiiieneieere e 44

3.7.3.1 Pengukuran Model (Outer Model) ..o, 44

3.7.3.2 Model Struktural (Inner Model).........c.ccooevviiiiiiiiiccceee, 47

3.7.3.3 Model Analisis Persamaan Struktural ...............cccccoeiennnnnenn. 48

3.7.3.4 Pengujian HIPOtESIS......ccvevirieriiiiiinieeee e 49

BAB IV Hasil Penelitian dan Pembahasan.............ccccooevveveicniiene e 50

4.1 Karakteristik RESPONAEN .........covvveiiiiiiecie et e 50

4.1.1 Karakteristik Responden Berdasarkan Jenis Kelamin....................... 50

4.1.2 Karakteristik Responden Berdasarkan Usia ............ccccoveriniininnnnnn, 51



4.1.3 Karakteristik Responden Berdasarkan Pendidikan............c.cccceovennee. 52

4.1.4 Karakteristik Responden Berdasarkan Pekerjaan.............cccccccevennnne. 52
4.1.5 Karakteristik Responden Berdasarkan Rata-Rata Pendapatan
PEIDUIAN ... e 53
4.1.6 Karakteristik Responden Berdasarkan Bank Konvensional
Yang digUNaKaAN ..........ocveiiiieieee e 54
4.2 HaSIl PENEIITIAN .....oiviiiieiiiee e 55
4.2.1 Analisis Deskriptif Variabel ............ccccoeviiiiiiiicee 55
4.2.1.1 Variabel Persepsi Bank Syariah...........cccooeoviivniininiininienn. 55
4.2.1.2 Variabel Customer Satisfaction ..........ccccccevevvveviveiivnieiennnn, 58
4.2.1.3 Variabel Customer Switching Intention.............cccccceevevivenenn. 60
4.2.2 Analisis Statistik Inferensial ............ccccoovviiiiiin 62
4.2.2.1 Predictive REIEVANCE. ........ccevviiiiiieece e 62
4.2.2.2 1INNEI MOUEBL.......oiieiiee e 64
4.3 Pembahasan Hasil Penelitian ...........ccoccoveiiiiiiiiiiicee e, 67
BAB V Kesimpulan dan Saran ............ccccooveiiiiiiicieccceese e 70
5.1 KESIMPUIAN ... e 70
5.2 SAIAN .ttt b b beenree s 72
DAftar PUSTAKA.........i it 73

Lampiran



