DAFTAR ISl

Halaman
HALAMAN JUDUL L..ooiiiii ittt ninen e i
HALAMAN PENGESAHAN. ...ttt i
HALAMAN PERSETUJUAN DOSEN PEMBIMBING........c..ccocoovviirnrinnnnne. iii
PERNYATAAN KEASLIAN TESIS ..ot iv
ABSTRAKSI .. \
N = S I 2 ¥ 3 Vi
HALAMAN MOTTO DAN PERSEMBAHAN.........cccooitiiiiceneee e vii
KATA PENGANTAR .ottt sienssns st et seese e ssesessessessesessenes viii
DAFTARISI ........... o (R N B T B Lo X
DAFTAR TABEE /SN T T . ...............cccveeeenee Xiil
DAFTAR GG ST | SR ) T TS ... .............. Xiv
BAB | PENDAHULUAN
1.1. Latar Belakang Masalah ... it 1
1.2. RuMEESR=loras ™~ . . . W | .................. 7
1.3. TujugERAct TR A T . W Y TR~ Y ................... 8
1.4. Manfaat Penelitian ... .o i b e 9
BAB Il TINJAUAN PUSTAKA
N I I g o o L (=T 0 USSR 10
2.1. 1. Brand LOYaltY ....cc.o..oooiiiiiiiiieie it e 10
2.1.2. Customer ENQagement .........cccv i 13
2.1.3. Brand THUSL .....coiieieeieseeie e 15
2.1 4. Brand LOVE .......ccveieeiecieie ettt 21
2.2. Pengembangan HipOteSIS.......ccciuiiiieiieiiic e 24
2.2.1. Pengaruh Customer Engagement terhadap Brand Trust............... 24
2.2.2. Pengaruh Customer Engagement terhadap Brand Love.............. 25
2.2.3. Pengaruh Brand Trust terhadap Brand LOVe.........ccccccceevverirennne. 26
2.2.4. Pengaruh Customer Engagement terhadap Brand Loyalty ........... 28
2.2.5. Pengaruh Brand Trust terhadap Brand Loyalty............cccccerenneee 29
2.2.6. Pengaruh Brand Love terhadap Brand Loyalty ............c.ccceeuvneee. 30

X



2.3. Kerangka Penelitian .........ccoovieiiieieie e 32
BAB 11l METODE PENELITIAN
3.1, JeNiS PENEIITIAN. ... 33
3.2. Populasi dan Sampel .........cccoviiiieiiccseee e 33
3.3. Jenis dan SUMDBEr Data........cccooveiierieiiesieecee e 34
3.4. Teknik Pengumpulan Data............coeveieiiiiiiiinisecesese e 35
3.5. Definisi Operasional dan Pengukuran variabel...............cccccocevverennenn. 36
3.6. Metode ANaliSiS Data.........cccovieiiiieieieie e 38
3.6.1. Analisis Deskriptif Variabel ............cccoooiiiniiis 38
3.6.2. Analisis SEM dengan metode Partial Least Square................... 39
3.6.3. Pengujian RIPOLESIS .....ccvveiueiieireeiiiiai et ee et 41
BAB IV HASIL PENELITIAN DAN PEMBAHASAN
4.1. Deskripsi Obyek Penelitian............ oo bt nesesieiisin e 45
4.1.1. Gambaran Umum ReSPONUEN ... .cceruit iverueaeannenneis i i 45
4.1.2. Analisis Deskriptif Variabel ..........cccocciiniiii i, 47
4.2, HayuETe L.\ N =0 5 = (. .............. 53
4.2.1. Hasil Outer Model (Measurement Model) ... 53
4.2.2. Hasil Inner Model ...............ccoviiiiminiiiiiines e 56
4.2.3. IndIrect EFFECE ..cvvusic......ommmmmennensensenesesinssussnsbeineenierinnreneseseenenns 58
4.2.4. Pengujian HipotesIS ..o v it et e 59
4.2.4. R SUUEL s Bt o = e R T e 61
4.3, Pembahasan. . e e 62
4.3.1. Pengaruh Customer Engagement terhadap Brand Trust............. 62
4.3.2. Pengaruh Customer Engagement terhadap Brand Love ........... 64
4.3.3. Pengaruh Brand Trust terhadap Brand LOVe ...........cccccocervininne 65
4.3.4. Pengaruh Customer Engagement terhadap Brand Loyalty......... 66
4.3.5. Pengaruh Brand Trust terhadap Brand Loyalty ..............cccoccueee. 68
4.3.6. Pengaruh Brand Love terhadap Brand Loyalty............ccccccueennes 69
4.3.7. Pengaruh Langsung dan Tidak Langsung..........ccceceevververieseenne 70

Xi



BAB V PENUTUP

5.1 KESIMPUIAN ... 73
5.2. Implikasi Manajerial ...........cccoveiieiiiiieiiece e 75
5.3. Keterbatasan Penelitian..........ccocoivirieieiiieie e 70
5.4. Agenda Penelitian Mendatang ..........cccooeeereninininieecrese e 77
DAFTAR PUSTAKA
LAMPIRAN

UNISSULA
el | gl leluinda

Xii



DAFTAR TABEL

No. Halaman
1.1 Market share mobil (dalam unit)..........ccccceeviiiiiieiie i 4

1.2 Market share berdasarkan type/jenis produk (dalam persen) .............. 5

3.1. Definisi Operasional Variabel .......cc...cccoooiiiiiiiiiiie, 37
4.1 Karakteristik RESPONAEN. ... civiiiiiie e 45
4.2 Tanggapan Responden terhadap Customer Engagement ......................... 48
4.3 Tanggapan Responden terhadap Variabel Brand Trust...............c.c......... 49
4.4 Tanggapan Responden terhadap Variabel Brand Love ...........cccccieenneen. 50
4.5 Tanggapan Brand LOYakty ........cou.. . civeieieie il st 52
4.6 Uji Convergent Validity . ..........cooiiioiiiiieine i e snasianesssnne st et e enesneenneans 53
4.7 Discriminant Vahdity .........cccoo i e st ese e 54
4.8 Hasil Uji Composite Reliability ..., 55
4.9 Hasil Analisis Jalur Partial Least SQUIE.......cuuuiiurrensiiriveneninieieeeen, 56
4.10 Hasil Uji IndireCt EffECt.......cciiver i e 58
4.11 Rangkuman Hasil R SQUAre..........cccceoiieiiiiiii e 61

xiii



DAFTAR GAMBAR

2.1 Kerangka Pemikiran TEOMITIS .......ccvvueierierieriesie st sieeie eaenenn

UNISSULA
atllull Zoalylolinela

Xiv



