DAFTAR ISI

Hal
DAFTAR TABEL ...ttt sttt Xi
DAFTAR GAMBAR ..ottt Xi
BAB Lttt ettt e et e et te et e ereeaeeneen 1
PENDAHULUAN ..ottt ettt sttt ettt ettt e st ente st e saeenseeneesseensesneens 1
1.1 Gambaran Umum Objek Penelitian ...........ccceeeiiieeiiiieniiieiieciee e 1
1.1.1  Profil Umum Perusahaan ............cccooceriieniiniiiiiniininienceiceeeeeeeesne 1
1.1.2Visi & Misi PT Telkom INndonesia............coeevuerienieneniinienieieneenieceseeieene 8
1.1.3 Gambaran Umum IndiHOME.........ccccoouiriiriiiiiiiiiiiieceeee e 8
1.2 Latar BelaKang ...........cccieiiiiiiiiiieiiecie ettt et 10
BAB IL...c e ettt 24
2.1 Landasan TeOTT.......ceuerierieiiiiierieeieeieste ettt ettt 24
2.1.1 Pengertian Manajemen Pemasaran ............cccocveeeieruieeiieniienieeniie e 24
2.1.2  Teori HAra ...cocvieiiieiieieceee et 25
2.1.3  Dimensi dan Indikator Harga............ccccoeviiiiiiinieniieieeieeeecieeee e 26
2.1.4  Teori Kualitas Produk ..........ccccooeiiiiiiniiiiniiiiccececeee 28
2.1.5  Dimensi dan Indikator Kualitas Produk............ccccceeriiiiiiniianiiiniennns 29
2.1.6  Kepuasan KONSUMEN.........ccccuiiiiiiiiiiiieiiiiee et eeeeee e e s 30
2.1.7  Dimensi dan Indikator Kepuasan Konsumen..............ccccceeveercureencrneennee. 31
2.1.8  Teori Hubungan Variabel.............cccoeeviiiiiiiiieiie e 32
2.2 Penelitian Terdahulu ...........cooiiiiiiiii e 32
2.2.1 Kerangka PemiKiran...........ccccveeiiiieiiieeiiiecieccee et 36
|2 2 20 1 USRS 37
METODE PENELITIAN......uoiititeieeee ettt 37
3.1 Jenis Penelitian.......cc.coiuiiiiiiiiiiieeeee e 37
3.2 Operasional Variabel...........ccovooiiiiiiiiiiiiecieceeee e 37
3.2.1 Skala Operasional ..........cccccuvieeiiieiiie e 44
3.3 Tahapan Penelitian...........cccccueeiiiiiiiiiieciie ettt ree e vee e 45

viii



3.4 Populasi dan Sampel.........coocuiiiiiiiiiiiecie et 47

34.1 POPULAST....viietie et eaae e 47
342 SAMPECL..eiiiiiiiicieeee e s 47
3.5 Teknik SAmMPIING ...cccvieiiiiieiieceeeee et e e 48
3.6 Pengumpulan Data ...........ccoovuiiiiiiiiiiieeieeceece e 49
4. SUMDET Data .....ooiiiiiiiiieii e 50
5. Metode Pengumpulan Data ...........coccueeiiiiiiiiiiieniieieeeeee e 50
3.7 Uji Validitas dan Relabilitas ..........ccccceeiieiiieiiieiiieieeie e 52
3.7.1 Ui ValIditas .ooeeeeeieiieeieeeie ettt ettt 52
3.7.2  Uji Relabilitas .......cccueeiiiiiieiieieeieee et 55
3.8 Teknik Analisis Data.........coeeviiiiriiiiiieiceeeeeee e 58
382 ettt b ettt et h ettt b bt et ae e 60
3.8.9  Uji HIpotesis (UJi t) ..eeeiieriiieiieiieeiieiie ettt ettt ettt s saee e 62
IMIEIIUTUL ...t ettt ettt et et e sbe e sateenbee s e enaees 62
3.9 Objek Penelitian .........cccueeiuiiiiiiiiieeiiecie ettt 64
3.10 Instrumen Penelitian...........cocevieieriiniiniiiicnieieeeeseeeee e e 64
BAB IV et ettt ettt ettt ne e aeentas 65
HASIL DAN PEMBAHASAN ... .ottt 65
4.1 Analisis Karakteristik Responden...........ccccoccvieviiieniieeciieciieeeeeee e 65
4.1.1. Jenis Kelamin......ocooiiiiiiiiiiiieieeeee e e 65
O N U 1 T TSRS 66
4.1.3.  Pendidikan Terakhir........ccccoooiiiiiiiiiiiii e 67
i B S 1) S - - o U 68
4.1.5. Pendapatan Bulanan............c.cccoeeeiiiiiiiiieniieceeeeee e 69
4.2 Hasil PeNelItIan ......ccc.eeiuiiiiiiiiieiiee ettt 70
4.2.1.  Analisis Validitas ........ccoeeiiiiiiiiiiiieee e 70
4.3 Analisis Reliabilitas ........cocooiiiiiiiiiiiiiieiee e 73
4.4 Analisis DeSKIIPLf ......cccuieiiiiiiieiieeieeee e 75
4.4.1. Harga IndiHome Witel Bandung PT. Telekomunikasi Indonesia (X1)..75
4.4.2. Kualitas Produk IndiHOME (X2) ....c.cooovuiiiiiiiiciieeciee e 78
4.4.3. Kepuasan Konsumen IndiHome (Y1)..c.oooveviiieniiiiiienieeiieieeieeiie e 82

X



4.5 Hasil Uji asumsi KIasiK........ccceeeiiiiiiiieiiieccieeee et 85

4.5.1 UjJi NOTMAIIEAS ...eeeeeiieeiieeeiieeeiee ettt ettt e e ae e et ee e eesnraeeenneeas 85
4.5.2  Uji Heterokedasitas .......c.eeevieeiieeeiiiieeieeeeiee et 87
4.5.3  Uji MUtIKOT@IAST ..c..eveeeiiieeiiieeieeeete et e 89
4.54  Ujl AULOKOICTAST ..eeeevieeiiieeciiie ettt e e e e aae e e e e 90
4.6 HASTL UJL tneieniieiiiiieieee ettt ettt sttt eneesneeseennea 93
AT HASH UJLF ittt ettt et eneas 94
4.8 Koefisien Determinasi.........c.eeuereerueriiniienienierieeieetesiee ettt 95
BAB V ettt ettt 96
KESIMPULAN DAN SARAN ...ttt st s 96
5.1 KESTMPUIAN ..ottt ettt et seaeeaneas 96
5.2 SATANL ...ttt es 97
5.2.1 Saran Bagi Witel Bandung............cccoovieviiiiniiiiiiiecieeeeee e 98
5.2.2  Saran Bagi Peneliti Selanjutnya............ccccoevieriiienieeiiienieeieeeeeieeeee 99



