The role of nature of service as moderating variable on the effect of service quality on customer
satisfaction and customer loyality
GUNAWAN, Sophia, Basu Swastha Dharmmesta, Prof., Dr., MBA

Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

TABLE OF CONTENTS

Title Page. ..o i
Approval Page. ... ..o ii
Declaration...........oouiuiitii i iii
AcCKNOWIEdZEMENTS. . ..ouuitiieii i v
Table of CoONents. ... ....oouiuiiiiiiii i, v
List Of Tables. ....o.uouiieii i viii
List Of FIgUIeS. ....ee e ix
English ADStraction. .. .......oooiiiiii e X
Indonesian AbStraction................oooiiiiiiiiiiiiiii Xi
CHAPTER I: INTRODUCTION.......ciiiiiiiiiiiiiiiiiiiceeeeeeea 1
L1, Background.........ooniiiiiii i, 1
1.2. Problem Formulation. ... 3
1.3. Research Objectives. ....ooueniii it 4
1.4. Research Benefits..........oouoiiiiiii 4
1.5. Research Authenticity..........coouiiiiiiiiiiiiiii 5
CHAPTER II: LITERATURE REVIEW AND HYPOTHESES
DEVELOPMENT ... 8
2.1 Nature of SEeTVICE. ....uvuuit ittt 8
2.2.8Service QUality.......oeiuii e 8
2.3. Customer SatiSfaction. ... .....o.ovuiuiitiiitiiii e 10
2.4, Customer Loyalty.......ccoviiiiiii i 12
2.5. The Effect of Customer Satisfaction to Customer Loyalty.................. 14
CHAPTER III: RESEARCH METHODS........cccoiiiiiiiiiiiee 16
3.1, Sampling Design. .. ....ooueiniiiiiii 16

311, Population. .....oouenii i 16



The role of nature of service as moderating variable on the effect of service quality on customer
satisfaction and customer loyality
GUNAWAN, Sophia, Basu Swastha Dharmmesta, Prof., Dr., MBA

Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

3.1.2.8ample. ... 16
3.1.3. Sampling Method.............cooiiiiii 17
3.1.4.Sample SizZ€......oiniiniii i 18
3.2.Research Design........oouoiuiiiiiiii i 19
3.2.1. Purpose of the Study...........cooeiiiiiiiiiiiii 19
3.2.2. Researcher Control of Variables..................c.cooiiiiiin, 19
3.2.3. Topical Scope of the Study..........ccooeiiiiiiiiiiiiiiii. 19
3.3. Data Collection Method. ... 20
3.4. Operational Definition of Variables................coooviiiiiiiiiiiiiinnn.... 21
3.4.1. Service Quality........ooevuiiiiiii i 21
3.4.2. Customer Satisfaction............c.ceoeveiiiiiiiiiiiiiiiinien.. 22
3.4.3. Customer Loyalty........ccooiiiiiiiii e, 22
3.5. Research Instrument Testing...........c.ooeviiiiiiiiiiiiiiiii e, 23
3.5.1. Testof Validity......cooeiieiiiiiiiii i, 23
3.5.2. Test of Reliability..........coooiiiiiiii i, 27
3.6. Data ANalySiS. ....eueiniitiitii e e 28
3.6.1. Data Analysis Method..............ccoooiiiiiiiiiii 28
3.6.2. Simple Linear Regression............coooviiiiiiiiiiiiiiiiiii i, 29
3.6.3. Chow Test.....ooiviiiiiii 30
CHAPTER IV: RESEARCH RESULTS AND DISCUSSION.................. 31
4.1. Respondents Description. .........couevuevueiiiiiiiiiiiieei e, 31
4.2. Validity and Reliability Test..........ccooiiiiiiiiiiiiiiiiiiiii e, 33
4.2.1. Testof Validity.......cooeiiiiiii e 33
4.2.2. Test of Reliability.........cooooiiiiiiiiiiiii e, 36
4.3, Hypotheses TesSt. . ..c.ueiutiiiiii e 37
4.3.1. Hypothesis L......oooiiiiii e 37
4.3.2. Hypothesis I1.........oooiii e 41
4.3.3. Hypothesis IIL..........cooiiiii e 45

vi



The role of nature of service as moderating variable on the effect of service quality on customer
satisfaction and customer loyality
GUNAWAN, Sophia, Basu Swastha Dharmmesta, Prof., Dr., MBA

Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

4.3.4. Hypothesis IV ... 49
4.3.5. Hypothesis V. ..., 53

CHAPTER V: CONCLUSION, SUGGESTION, AND RESEARCH

LIMITATION. ..ottt 57
5.1 CONCIUSION. ...uiii e 57
5.2. Research Limitation..........coeiuiiuiiiiii i, 60
5.3. Recommendations. ........o.ouuiuiitiiitiit i 60

5.3.1. Recommendations for Managerial Practice........................ 60

5.3.2. Recommendations for Future Research.......................... 61
BIBLIOGRAPHY ..ottt 62
APPENDICES

1. Sample Questionnaire
Respondents Data
Respondents Description
Validity Test for the Small Data Sample (Pretest)
Reliability Test for the Small Data Sample (Pretest)

Reliability Test for the Real Data Sample

2.

3.

4.

3.

6. Validity Test for the Real Data Sample

7.

8. Simple Linear Regression for Pooled Data
9.

Simple Linear Regression for High-Contact Service (Salon)

10. Simple Linear Regression for Low-Contact Service (Laundry)

vii



