DAFTAR ISI

Halaman JUAULL.........cooi s i
Lembar PENQESANAN ........c.coiviiiiieiie et ii
Lembar OFISINAITAS ........ceiiieeiie e nne s ii
RIWAYAE HIAUP ... \Y;
Ucapan TerimakasSiN.........cccoveiiiieiicce e v
ADSTFAK ... e viii
Kata PENGANTAT ........oeiiiiiicci e X
D =T L SR RST PSSR Xi
DAftar TADEL ..o s Xiv
Daftar GAMDAT.........cciiieeie s XV
Daftar LAmPITAN ......coviiiieieeee ettt XVi

BAB 1 PENDAHULUAN

1.1 Latar Belakang Masalah..............ccccccoooeiieiiiiccecce e, 1
1.2 Rumusan Masalah .........ccccovevriiiiieese e 4
1.3 Tujuan Penelitian.........ccooeiiiiiieiese e 5
1.4 Manfaat PENeILIAN.........c.coveveiiieie et 5

BAB 2 TINJAUAN PUSTAKA

2.1 Landasan TEOM .....ceurieereeiesieseeieseesieeee e see e e e e seeeneesreesaeeneennens 6
2.1.1 Pengertian PEMasaran ...........cccceceeeeveeiiesieseese e, 6
2.1.2 Pengertian Manajemen Pemasaran ...........cccoovevvveeiieeiveesineennes 7
2.1.3 Bauran PEMASAran ..........cceeieeieienieeiieesiee e 9
2.1.4 Pengertian Word of MOUEh ..o, 10
2.1.5 Elemen-elemen Word of Mouth...........cccooiiiiiiniiieeeen, 12
2.1.6 Manfaat Word of MOUEh ..o, 12
2.1.7 Pengertian Word of Mouth Marketing...........ccccooevnvniiinnennn, 13
2.1.8 Pengetian KepUASAN .......ccoveiverierieriisienieieie st 16
2.1.9 Elemen-Elemen Kepuasan ..........ccccocveviiiiienie i 17

Xi



2.1.10 Pengertian Kualitas Produk..........ccccceverienieniniinieeesee i, 20

2.1.11 Pengertian Experiential Marketing .........ccccccevvvveiviiesennnnnn, 23
2.2 Penelitian Terdahulu ...........cccooviiiiiiiinieee e 26
2.3 Kerangka Penelitian ...........ccccoeiviiiiieie e 31
2.4 Pengembangan HIPOLESIS .......ccoreririiiiinieieee e 32

BAB Il METODOLOGI PENELITIAN

3.1 JeNiS PENEITIAN.......eiiiiiiieieee e 33
3.2 Definisi Operasional Variabel............cccooiiiiiiiiee, 34
3.3 Populasi dan SAmMPEl ..o 37
3.4 Metode Pengumpulan Data...........cccccevveieiieie e 39
3.5 Uji Instrumen Penelitian ..........ccooeiieiieic i 40
3.6 Metode ANaliSis Data.........ccccceereiieiieiieie e 41

BAB IV HASIL PENELITIAN DAN PEMBAHASAHAN

4.1 Penyajian Data .........ccccoveivieiiiiieiieiecee e 45
4.1.1 Deskripsi Umum TWITEEr ........ccoovvviiiiiiieierescseseeeeeee e, 45
4.1.2 Deskripsi Responden Penelitian...........ccoeveieieninenicicnienen, 46
4.1.3 Deskripsi Variabel...........ccccoeiieiiiiiiiee e 48

4.2 UJi INSEIUMEN ..o 52
4.2.1 UJi ValAITaS ..o 52
4.2.2 Uji Reliabilitas ........cccooeiiiiiiiiiiceee e, 55

4.3 Uji ASUMSH KIASIK ......ccuveiiiiiiiiicciece s, 56
4.3.1 Uji MUltiKolinearitas.........ccccvevveiiieeiie e 56
4.3.2 Uji Heteroskedastisitas..........couverieieiiiencnescseseseeeeee, 57
4.3.3 UJi NOrMAlItaS......cveiiiiiiiieieriiseeeeeee e 58

4.4 ANANISIS DALA ......eoviiieiiieii e 59
4.4.1 Regresi Linear Berganda...........ccccvevveiieeiieiiie e 59
4.4.2 Koefisien DeterminaSi........c.ccceivereeiienieeresieseeseseeseesieseeseeas 62

4.5 UjJI HIPOTESIS ..ot 62
4.5. 1 UjJi HIPOLESIS T...iviiiieiie et 62

Xii



4.6 PemMbDANaSAN ... .o 64

BAB V PENUTUP
5.1 KESIMPUIAN ..ot 67
5.2 Kontribusi Penelitian..........ccocevieiiiiinenie e 68
5.3 Keterbatasan Penelitian..........ccoocvevviieiinieiie e 68
D4 SAIAN.....ciiieiee e 68
DAFTAR PUSTAKA ettt e et e e e nnaeeanne e 70

xiii



