
ix 

 

2.4 Customer Satisfaction ........................................................................... 16 

2.5 Service Quality ...................................................................................... 18 

2.6 Mobile Service Quality ......................................................................... 20 

2.7 Previous Research ................................................................................. 23 

2.8 Theoretical Framework ......................................................................... 29 

2.9 Research Hypothesis ............................................................................. 30 

CHAPTER III RESEARCH METHODOLOGY ....................................................... 31 

3.1 Research Type ....................................................................................... 31 

3.2 Operational Variable ............................................................................. 32 

3.2.1 Measurement Scale ......................................................................... 38 

3.3 Research Stage ...................................................................................... 38 

3.4 Population and Sample .......................................................................... 40 

3.4.1 Population........................................................................................ 40 

3.4.2 Sample ............................................................................................. 41 

3.5 Data Collection...................................................................................... 42 

3.6 Validity and Reliability Test ................................................................. 43 

3.6.1 Validity Test .................................................................................... 43 

3.6.2 Reliability Test ................................................................................ 45 

3.7 Data Analysis Techniques ..................................................................... 46 

3.7.1 Structural Equation Modeling (SEM) ............................................. 47 

3.7.2 Goodness of Fit ............................................................................... 48 

3.8 Hypothesis Test ..................................................................................... 49 

CHAPTER IV RESULTS AND DISCUSSION ......................................................... 51 



x 

 

4.1 Characteristics of respondents............................................................... 51 

Characteristics of respondents based on Gender ...................................... 51 

Characteristics of respondents based on Age ........................................... 51 

4.2 Research Results ................................................................................... 52 

4.2.1 Measurement Model test ............................................................. 52 

4.2.2 Goodness-of-Fit (GoF) .................................................................... 55 

4.2.3 Hypothesis Test ............................................................................... 56 

4.3 Result Discussion .................................................................................. 58 

4.3.1 First Hypothesis .......................................................................... 58 

4.3.2 Second Hypothesis ...................................................................... 59 

4.3.3 Third Hypothesis ......................................................................... 60 

4.4.4 Fourth Hypothesis ........................................................................... 61 

CHAPTER V CONCLUSION AND RECOMMENDATION ................................... 62 

5.1 Conclusion ............................................................................................ 62 

5.2 Recommendation................................................................................... 63 

5.2.1 Practical Aspect ............................................................................... 63 

5.2.2 Theoretical Aspect........................................................................... 64 

BIBLIOGRAPHY ....................................................................................................... 65 

ATTACHMENT ......................................................................................................... 70 

 

 

 

 

 



viii 

 

TABLE OF CONTENTS 

 ....................................................................................................................................... ii 

 ...................................................................................................................................... iii 

FOREWORD ............................................................................................................... iv 

ABSTRAK ................................................................................................................... vi 

ABSTRACT ................................................................................................................ vii 

TABLE OF CONTENTS ........................................................................................... viii 

LIST OF TABLES ....................................................................................................... xi 

LIST OF IMAGES ...................................................................................................... xii 

CHAPTER I  INTRODUCTION .................................................................................. 1 

1.1 Object Overview ..................................................................................... 1 

1.2 Background ............................................................................................. 2 

1.3 Problem Statement .................................................................................. 9 

1.4 Research Purpose ................................................................................... 10 

1.5 Research Benefit ................................................................................... 11 

Theoretical Aspect.................................................................................... 11 

Practical Aspect ........................................................................................ 11 

1.6 Systematics of Final Project Writing .................................................... 11 

1.7 Scope of Problem .................................................................................. 12 

CHAPTER II LITERATURE REVIEW ..................................................................... 13 

2.1 Marketing Management ........................................................................ 13 

2.2 Consumer Behavior ............................................................................... 13 

2.3 Customer Loyalty .................................................................................. 14 


