
DAFTAR ISI

HALAMAN JUDUL............................................................................................... i

LEMBAR PENGESAHAN TESIS........................................................................iii

LEMBAR PERNYATAAN KEASLIAN................................................................iv

PEDOMAN PENGGUNAAN TESIS.....................................................................v

KATA PENGANTAR.............................................................................................vi

ABSTRACT...........................................................................................................viii

ABSTRAK..............................................................................................................ix

DAFTAR TABEL.................................................................................................xiv

DAFTAR GAMBAR.............................................................................................xv

BAB I PENDAHULUAN........................................................................................1

1.1  Latar Belakang..................................................................................................1

1.2  Rumusan Masalah.............................................................................................6

1.3 Tujuan dan Manfaat Penelitian..........................................................................7

1.4 Batasan dan Asumsi Masalah.............................................................................7

    1.4.1 Batasan  Masalah........................................................................................7

     1.4.2  Asumsi Masalah………………………………………………………… 
8

BAB II KAJIAN PUSTAKA...................................................................................9

2.1 Kajian Teori........................................................................................................9

2.1.1 Service Quality (Kualitas Layanan)............................................................9

2.1.2 Costumer Value (Nilai Pelanggan)............................................................15

2.1.3  Costumer Loyalty (Loyalitas Pelanggan).................................................16

2.1.4 Internet Banking........................................................................................18

2.1.2 Pengertian Bank........................................................................................25

x

lib.mercubuana.ac.id/



2.2 Penelitian Terdahulu.........................................................................................32

    2.1.2 State Of The Arts………………………………………………………...38

2.3 Kerangka Pemikiran.........................................................................................40

BAB III METODOLOGI PENELITIAN..............................................................42

3.1 Jenis dan Desain Penelitian..............................................................................42

3.2 Data dan Informasi...........................................................................................43

3.3 Teknik Pengumpulan Data...............................................................................47

3.4 Populasi dan Sampel........................................................................................48

3.5 Teknik Analisis data.........................................................................................49

3.5.1 Uji Instrumen............................................................................................49

3.5.2 Analisis E-SERVQUAL.............................................................................51

3.5.3 Importance Performance Analysis (IPA)..................................................52

3.5.4 Analisis House Of Quality.........................................................................55

3.6 Langkah-Langkah Penelitian...........................................................................58

BAB IV HASIL DAN ANALISIS.........................................................................62

4.1 Hasil.................................................................................................................62

4.1.1 Karakteristik Responden...........................................................................62

4.1.2 Karakteristik Responden Berdasarkan Kelamin.......................................62

4.1.3 Karakteristik Berdasarkan Usia................................................................63

4.1.4 Karakteristik Responden Berdasarkan Pendidikan...................................63

4.1.5 Karakteristik Responden Berdasarkan Profesi..........................................64

4.1.6 Karakteristik Responden Berdasarkan Alasan Utama Menggunakan      

          Internet Banking………………………………………………………...65

4.1.7 Karakteristik Responden Berdasarkan Pertama Kali Menggunakan Jasa 

         Layanan Internet Banking……………………………………………….66

4.1.8 Karakteristik Responden Berdasarkan Sumber Informasi …………….. 67

xi

lib.mercubuana.ac.id/



4.1.9 Karakteristik Responden Berdasarkan Rata-Rata Pengeluaran Perbulan.67

4.2 Analisis.............................................................................................................68

4.2.1 Uji Validalitas Pendahuluan......................................................................68

4.2.2 Uji Reabilitas Pendahuluan.......................................................................71

4.2.3 Atribut Pelayanan......................................................................................72

4.2.4 Perhitungan Servqual................................................................................72

4.2.5 Importance Performance Analysis (IPA)..................................................75

4.2.6 QFD...........................................................................................................77

BAB V PEMBAHASAN.......................................................................................87

5.1 Temuan utama.............................................................................................87

5.1.1 Item Prioritas Kualitas Layanan yang Perlu Diperbaiki..................87

5.1.2 Perbaikan Kualitas Layanan.............................................................88

5.2 Perbedaan Dengan Penelitian Terdahulu....................................................89

5.3 Implikasi Industri........................................................................................91

5.4 Keterbatasan penelitian...............................................................................91

BAB VI KESIMPULAN DAN SARAN...............................................................92

6.1 Kesimpulan.................................................................................................92

6.2 Saran............................................................................................................92

DAFTAR PUSTAKA.............................................................................................94

LAMPIRAN...........................................................................................................98

DAFTAR RIWAYAT HIDUP………………………………………………….112

xii

lib.mercubuana.ac.id/


	DAFTAR ISI



