DAFTAR ISI

HALAMAN PERNYATAAN ... I
KATA PENGANTAR ........omiimiviisnessiisssessisesssssissssssssssssssssasssssssssssssssssssssnsnes i
ABSTRAK e 1\
ABSTRACT ettt e et e et e e b e e b e naee e v
DAFTAR ISL ..t Vi
DAFTAR TABEL ...t X
DAFTAR GAMBAR ..........ommrevrieesessiisssessisesssssisssssssisassessisssssssssss s xi
BAB | PENDAHULUAN ...t 1
1.1 Gambaran Umum Objek Penelitian ...........ccocoviiiiiiiiiien e 1
111 Profil Perusanaan ...........cccoooeieiiiiniieseseese e 1
1.1.2  LoKkasi PErusanaan..........cccocuieieininieieisesieese e 2
1.1.3 VIS OAN ST v 2
1.1.4  Nilai-Nilai Perusahaan ...........ccccooiriiiiineniissceese e, 3
1.1.5  Produk PErusahaan ...........cccoereiriieiieisienieesiesie e 3

1.2 Latar Belakang Penelitian ...........cccccoooeiiiiiiic i 3
1.3 Perumusan Masalah...........cccooiiiiiiiiiicee e 13
1.4 Tujuan PENEIITIAN .....c.ooveiiii e 14
1.5  Manfaat PENelitian.........coooiiiiiiiiiiic e 15
1.6  Sistematika Penulisan Tugas AKNIr ... 15
BAB |1 TINJAUAN PERPUSTAKAAN ... 17
2.1  Teori-teori Terkait Penelitian dan Penelitian Terdahulu........................ 17
2.1.1  Manajemen PEMASAran..........cccvecveiiueenieeiieesiee e siee e ee e 17
2.1.2  Perilaku KONSUMEN ........ciiiiiiiiieiee e 18
2.1.3  Electronic Word of MOUth..........cccooiiiiiiiicc 21
2.1.4  Brand ImMage.......coeoiiiiii et 22
2.1.5  Purchase INtention ..........cooveiiiiiiiiiieecc e 24

Vi



2.1.6  Hubungan Electronic Word of Mouth terhadap Purchase Intention25
2.1.7  Hubungan Electronic Word of Mouth terhadap Brand Image......... 25
2.1.8  Hubungan Brand Image terhadap Purchase Intention..................... 25

2.1.9 Brand Image dalam Memediasi Hubungan antara Electronic Word

of Mouth dan Purchase INtention............cc.coeiiininciineesese e, 26
2.1.10 Kajian Penelitian Terdahulu.............cccooveviiieniiie e 27
2.2 Kerangka PEmIKIran ..........cccccooviiiiie i 34
2.3 Hipotesis PENIItian .........cccocveiiiii i 36
BAB Il METODOLOGI PENELITIAN ....ooiiie e 37
3.1 JenisS Penelitian .......coioieiiee e 37
3.2 Operasional Variabel ... 38
3.2.1  SKala PengUKUIaN.........ccccoiiiiiieese e 41
3.3 Tahapan Penelitian ... 41
3.4 Populasi dan Sampel ... 43
341 POPUIASE..cvieeeecteeee et 43
342 SAMPEL..cccic s 44
3.4.3  Teknik SAMPliNg ......ccceiiiiiiiece e 45
3.5 Pengumpulan Data ........cccoviieiieiecc e 45
3.6 Uji Validitas dan Reliabilitas .............cccccovveiiiiiiiiiicceccece e 46
3.6. 1 UJEVAHAITAS .o 46
3.6.2  Uji REHADINILAS ..c.eveveieiiiiceeese s 47
3.7 Teknik Analisa Data dan Pengujian Hipotesis.........cccccoovverenencninnnnn. 48
3.7.1  Analisis DeSKIPLIT .......cccoviiiiiiieieeee e 48
3.7.2  Structural Equation Modelling (SEM) .......ccccoeviiininininiiien 49
3.7.3  UJINOMMAIITAS ..o e 52

vii



374  ANALISIS JAIUN ... 53
375  UJEHIPOLESIS ..o 54
BAB IV HASIL PENELITIAN DAN PEMBAHASAN........ccccoooiiiiiiiieens S7
4.1  Karakteristik ReSPONUEN .......c.ccveiiiieiieiece e 57
411  Karakteristik Berdasarkan Jenis Kelamin ..........c.ccccoonviiinincnnne, 58
4.1.2  Karakteristik Berdasarkan USia..........cccocoreriineneininenceneeeen, 59
4.1.3  Karakteristik Berdasarkan Pendidikan Terakhir............ccccoceienne. 60
4.1.4  Karakteristik Berdasarkan Pekerjaan ...........c.cccceeeiieneeiesicinennene 60
415  Karakteristik Berdasarkan Pendapatan ............ccccoceveniiininniciennenn 61
4.1.6  Karakteristik Berdasarkan DOmiSili..........cccooviniiinininiiiiien, 62
4.2 HaSH Penelitian..........ccoovoiiiiiiieee e 62
421  ANalisis DeSKIIPLIT .......c.ooiiiiiiiiceee s 62
4.2.2  Analisis Data Structural Equation Model (SEM)...........ccccevvnennne. 68
4.2.3  UjJi NOMMAIITaS......ccoviiiiiiiieiice e 71
424 UjJi HIPOTESIS ..o.viviiiiiiieiieiciee ettt 73
4.3 PemMbDANASAN .....c.oiviiiiiiie e 77
4.3.1  Analisis DesKriptif ........cccooiiiiiiiiccse e 77
4.3.2  Pengaruh Electronic Word of Mouth Terhadap Purchase Intention 77
4.3.3  Pengaruh Electronic Word of Mouth Terhadap Brand Image ......... 78
4.3.4  Pengaruh Brand Image Terhadap Purchase Intention..................... 78
43,5 Pengaruh Brand Image dalam Memediasi Hubungan antara
Electronic Word Of Mouth dan Purchase Intention .............ccocoeevincicnnn, 79
4.4 Implikasi Manajerial..........cccooiiiiiiiiiiice e 80
BAB V KESIMPULAN ..ot 81
5.1 KeSIMPUIAN......ooiiiii e 81
0.2 SAFAN ...t 81



521 SAIAN PLAKEES ..

5.2.2 SAIAN TROTTEES e

DAFTAR PUSTAKA

LAMPIRAN...............



