DAFTAR ISI

Halaman
HALAMAN JUDUL ....oiiiiiiii s i
HALAMAN PENGESAHAN ..ot i
HALAMAN PERNYATAAN KEASLIAN......ccccciiiiiii e i
MOTTO DAN PERSEMBAHAN ... iv
ABSTRAK o ———————— Y
ABSTRACT e —————— Vi
KATA PENGANTAR .ottt Vil
DAFTAR ISL...co e IX
DAFTAR TABEL ..ot Xiv
DAFTAR GAMBAR ..ot XV
BAB | PENDAHULUAN ... ..ot 1
1.1 Latar Belakang.........coouvieiiiieiiiie i 1
1.2 Perumusan Masalah ...........cccooiiiiiii 9
1.3 Tujuan Penelitian ........ceeeiieieiiiie e 10
1.4 Manfaat Penelitian ..........cocooeiiiiiiiiiie e 10
1.5 Sistematika Penulisan ..........ccccceiiiiiiiiiiie e 11
BAB Il KAJIAN PUSTAKA ...ttt 12
2.1 Diferensiasi Produk ...........ccccoviiiiiiniiie e 12
2.1 PrOAUK. ..o 12

Xi

Create PDF with GO2PDF for free, if you wish to remove this line, click here to buy Virtual PDF Printer


http://www.go2pdf.com

2.1.2 Strategi DIfErenSiast .........couvveeiiiieiiiiie e 13

2.2 Kualitas Pelayanan ..o 16
2.2.1 Wujud Fisik (Tangible) ... 17
2.2.2 Empati (EmMPatrhy) .....coooeeiiiiiiiee e 18
2.2.3 Daya Tanggap (ReSPONSIVENESS) .......eeervreeiiiieeiiieeeniieeenieeene 18
2.2.4.JamiNan (ASSUIANCE) ....veeeruveeeiiieeiiieesieeesieeeenieeeenieeesneeee s 18

2.3 KOMUNIKAST. ....ccivieiiiieiiceee e 19

2.4 KEPEICAYAAN ...eiiiiiiiiieeeaiiiiee e ettt e e s ettt e e s st e e e s abb e e e e s anbeeeeeannneeeeas 21

2.5 Penelitian Terdanulu ...........cccooiiiiiiiiiiii e, 23

2.3 KerangKa TEOM ..ccccuuveeiiieeiiiee ittt 26

BAB 11l METODE PENELITIAN ...t 28

3.1 Jenis PeNEItian .......c.coiiiiiiiiiicic e 28

3.2 Jenis dan SUMDBEr Data..........cceiviiiiiiiieiiciee e 28
3.2.1 Data PriMEr ..o 28
3.2.2 Data SEKUNUEN ......ooiviiiiiiiee e 28

3.3 Populasi dan Sampel ..o 29

3.4 Metode Pengumpulan Data ..........ccceerieiriiiee i 30
3.4.1 Interview (WaWANCAIA) .....ccoveeerrrreeiieeesieeeaieeeasieeessseeesnseeeenns 30
3.4.2 KUesSioner (ANGKEL) ...cccveeeiiieeiiiee e 30
3.4.3 DOKUMENTAST ...evveeieieiieeiee st 31

3.5 Variabel Penelitian dan Definisi Operasional ..............cccccovvveiiinenn. 31

Xii

Create PDF with GO2PDF for free, if you wish to remove this line, click here to buy Virtual PDF Printer


http://www.go2pdf.com

3.6 TeknNiK ANALISIS DAtA......ceuneeeeeee e 33

3.6.1 UJi INSEFUMEN ... 33
A UJEValIdItas .....oooviieiiiiee e 33
b. Uji realiabilitas..........cccoovieiiiiii e, 33
3.6.2 Uji ASUmST KIASIK .....cooivviiiiiiiiiiiecciee e 33
a. Uji MUItIKOIONErItas.........cceevviieiiiee e, 34
b. Uji Heteroskedastisitas ...........cccevvveeriieeiiieeniiiee e 34
C. UJINOrMAlItas .....vvveeiiiieiiie e 35
3.6.3 Pengujian HIPOTESIS ......c.vviiiiiieiiiii e 36
A UJE 37
D. UJi MOel ... 37
C. Koefisien Determinasi ........c.cveeveerueeiiieiieiiee e 38
BAB IV HASIL DAN PEMBAHASAN ... 39
4.1 Gambaran Umum ReSpONdeN..........cccveeiieeeiiieeiiiee e 39
4.1.1 Pendidikan ReSpoNden .........ccccooveiiiiiiiiiin i 39
4.1.2 Pekerjaan ReSPONAEN ........coovvviiiiiiiiiiee e 40
4.1.3 Penghasilan REeSPONEN ........cueieiiiieiiiieiiie e 40
4.1.4 Pemahaman Responden terhadap Kurban .............ccccoeeeninnn. 41
4.2 Analisis Deskriptif Kualitatif.............cccoooeiiieiii e 41
4.2.1 Variabel Diferensiasi Produk (X1).........coooveeiieeriniieniiieenninennn 41
4.2.2 Variabel Kualitas Pelayanan (X2).........cccooveeiiieriiieniiieesiinennn 45

Xiii

Create PDF with GO2PDF for free, if you wish to remove this line, click here to buy Virtual PDF Printer


http://www.go2pdf.com

4.2.3 Variabel Komunikasi (X3) .....c.coovvieriiieniiieeiiiee e 48

4.2.4 Variabel Kepercayaan () .....cccceeeveeeiieeeiieee e sieeesnieee e 52
4.3 Analisis Deskriptif Kuantitatif ............c.occcovieiiiiii e, 54
A.3. L UJIE VAIAIEAS ..o 54
4.3.2 Uji Reliabilitas .........ccccooiiiiiiiiii e 56
4.3.3 Uji ASUMST KISIK ......eeeiiiiiiiiieiciieecee e 56
A NOrMAIIEAS ... 56
b. Uji MURIKOIONIEIaS ....ccovvveeiiiieiiiieeee e 57
C. Uji HeterpkedastiSitas ..........covuveeiiieeiiiiiiiiee e 58
4.3.4 Analisis Regresi Linier Berganda .........ccccccevvveriiieniiieeninenn, 59
4.3.5 Koefisien DetermMinasi.........ccccveuveerieeiieniiieiieeiee e 60
4.3.6 Pengujian HIPOTESIS ......cuviiiiiiiiiiii e 61
4.4 PeMDANASAN .....covviiiiiiiieie e 63
4.4.1 Pengaruh Diferensiasi Produk Terhadap Kepercayaan............ 63
4.4.2 Pengaruh Kualitas Pelayanan Terhadap Kepercayaan............. 63
4.4.3 Pengaruh Komunikasi Terhadap Kepercayaan............c........... 64
BAB V PENUTUP ..o 66
5.1 SIMPUIAN.....eeiiiiie e 66
0.2 SAIAN... ettt 67
DAFTAR PUSTAKA . ettt
LAMPIRAN .. e
Xiv

Create PDF with GO2PDF for free, if you wish to remove this line, click here to buy Virtual PDF Printer


http://www.go2pdf.com

