Ur(ljderstanding Customer Based Brand Equity: Empirical Study in Service Airlines Industry in
Indonesia
AYUSARITA SATRIANI, Bayu Sutikno, M. S. M., Ph. D.

UNIVERSITAS Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/
GADJAH MADA

TABLE OF CONTENTS

STATEMENT OF THESIS EXAMINERS .......cooiiii e i
STATEMENT OF THESIS SUPERVISOR.......ccoiiiiiiiiiiiie it i
STATEMENT OF WORK’S ORIGINALITY ..ooveiiiiiiieiiiiiie e iii
ACKNOWLEDMENT ...ttt rre e nee e ntee e enae e e neeeens iv
DEDICATION .ottt e et e e e snaa e e nnneeeanes v
ABSTRACT ..t araa e vii
TABLE OF CONTENTS ...ttt viii
LIST OF TABLES ...ttt X
LIST OF FIGURES........c oottt nae e enreeens Xi
CHAPTER I INTRODUCTION ....ooiiiiiiiiie et 1
1.1 2T T (0] (10 Lo TR PSPPI 1
1.2 Research Problem ... s 6
1.3 RESEAICH QUESLION ...cvviiiiiec ittt ettt et ae e sabe e stbe e sare e 7
1.4 RESEAICN PUIMPOSE ... 7
15 RESEAICH SCOPE....cviiciiiiii e e 8
1.6 Research ContribuLion ...........ccooceiiiiie i 9
1.7 SYSEMALIC WIITING ..o s 9
CHAPTER Il LITERATURE REVIEW & HYPOTHESIS DEVELOPMENT... 11
2.1 BIaNQ ...ttt 11
2.2 Brand EQUILY ......coveieieiiiie e 12
2.3 Consumer-Based Brand EQUILY ..........cccccceeiiiiiiiiiccc e, 13
24 Brand AWAIENESS ......c.veiieeeieeiieiiesiestiesteeseesteesteesteesteesseeseeesseesseeseeasseessesseens 14
2.5 Perceived QUANITY .........cccv i 15
2.6 Brand IMage ......covoiiieiiieee e 16
2.7 Brand LOYAILY .......ccoouiiiicece e 17
2.8 HypPOthesis DeVEIOPMENT ..........oiiiiiiiicieee e 19
CHAPTER Il RESEARCH METHOD........coiiiiiiieie e 29
3.1 RESEAICN SIIALEQY ....veviiiiiieie e 29
3.2 SAMPING DESIGN ....eviiiiic e 30
3.21  Sampling Method .........ociiiiiiie e 30
3.2.2  SAMPIE UNIL.ciiiiicece et 31
32,3 SAMPIE SIZE ..o 31

3.3 Data Collection Method ...........cooiiiiiiiiiieie s 32

viii



Ur(ljderstanding Customer Based Brand Equity: Empirical Study in Service Airlines Industry in
Indonesia
AYUSARITA SATRIANI, Bayu Sutikno, M. S. M., Ph. D.

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

3.4 Operational DefiNItION .........c.cociiiiiiieii e e 33
341 Brand AWAIENESS ......ccuveveerreieeiieetiesiteseestrestaessaestaesteesseesseesteesseasseessessseans 33
3.4.2  Perceived QUAlIY .....cceovi i 34
343 Brand IMage .......oovoiiiiieiiceee e 36
344 Brand LOYalty ..o 37
3.4.5 Overall Brand EQUILY ........ccooiveieiiiiiieie e 37

3.5 INSTFUMENT TESE ...t 38
351 Test Of Validity.......cooeieiiiiiieiee e 38
3.5.2  Test of Reliability .....ccooviiiiiiecce e 39

3.6 Data Analysis Method.........cccooiiiiiiiiice e 40
3.7 HYPOhESIS TESHING .vecvveiiecie e 41
CHAPTER IV DATA ANALYSIS. ...t 42
4.1 Respondent CharaCteriStiCS .......cvviiieiiieiiiie e s 42
I 110 [ RSSO 42

O O AN - USSR 42
4.1.3  OCCUPALIONS ...ttt ettt bbb 43
4.1.4  Monthly EXPenditure ........ccouveiieiiie et 44
4.1.5 PUrpose OF TraVEI ......cciiiiiiiieie e 45
4.1.6  Route Of FIIght.......oooiie e 46
A U =T N 1 TSP ST 47
4.1.8 Mostly Frequently Used AIrling ........c.ccooeiieiiiiiiiiece e, 48

4.2 The Result of Validity and Reliability TeSt.........cccccoiiiiiiiiiieee e 49
4.3 DeSCriPtive SEAtISTICS.....cvviiecie i 52
4.4 HYPOLNESIS TESTING ...t 54
4.4.1  Analysis Of REGIESSION .......civiiiiiiieiic ettt 54

4.5 DISCUSSIONS ...ttt ettt sttt et ste et et e seeeseeeteenaeeeeeneeenee e 60
CHAPTER V CONCLUSIONS AND SUGGESTIONS........ccccoviieiiieeiiieen, 67
5.1 (00 o 11557 T o PSSR 67
5.2 Managerial IMPHCAtION .........ooiiiiiiieieree s 69
5.3 Research Limitation ..........cccvoiiiie e 70
5.4 Suggestion for FUture RESEArCH .........ccooveieeiii i 71
REFERENCES. ... ..ottt e e e e e 73
APPENDICES. ...ttt eae e e snree e 80
APPENDIX 1. Research QUESHIONNAIIE .........ccueiviiieierieiisiene e 80
APPENDIX 2. Validity TESt......eiieieieiieeieiesie st se et 88
APPENDIX 3. Reliability TS .....cccvieiiiiiiiecie ettt 92
APPENDIX 4. Respondent CharaCteriStiCs.........ccouvrierierreeneenie e 98
APPENDIX 5. Descriptive StatiStiCS ......cvcvveeiiiiiiieiie st 101
APPENDIX 6. COITEIAtIONS ......eeieeieee ettt 102
APPENDIX 7. Simple Linear Regression AnalysiS..........cccccvevveviveiieiieseeseenene e 102



	TABLE OF CONTENTS



