FINAL PAPER

ANALYSIS OF THE EFFECT OF OPERANT & OPERAND SERVICE
QUALITY TOWARD CUSTOMER LOYALTY, THROUGH CUSTOMER
ENGAGEMENT AND CUSTOMER SATISFACTION TO THE VISITORS
OF TIRTA SARI DANCE AND MUSIC PERFORMANCE AT BALERUNG

STAGE IN BALI

Submitted as a final requirement to obtain the degree of
Sarjana Ekonomi Strata Satu

By:
NAME : A A.GEDE KERISNA MAHADEWA M.M.
NPM  :01320140016

PROGRAM STUDI MANAJEMEN
FAKULTAS EKONOMI
UNIVERSITAS PELITA HARAPAN
SURABAYA
2017



UNIVERSITAS PELITA HARAPAN SURABAYA
STATEMENT OF AUTHENTICITY OF FINAL PAPER

I am student from Jurusan Manajemen, Fakultas Ekonomi, Universitas Pelita

Harapan Surabaya.

Student Name
NPM

Department

Manajemen

Anak Agung Gede Kerisna Mahadewa Munenari Mandera
01320140016

Hereby declare that the work of Final Paper that I created with the title of
“ANALYSIS OF THE EFFECT OF OPERANT & OPERAND SERVICE
QUALITY TOWARD CUSTOMER LOYALTY, THROUGH CUSTOMER
ENGAGEMENT AND CUSTOMER SATISFACTION TO THE VISITORS
OF TIRTA SARI DANCE AND MUSIC PERFORMANCE AT BALERUNG

STAGE IN BALI” is:

1) Created and completed by my own, by using the result of lectures, field

reviews and books and journal references listed in the list of references at the

end of my Final Paper.

2) Not a duplication of other papers that have been published or have ever been

used to get a degree at another university, except in parts of the information

sources listed by proper reference.

3) Not the work of translated collections of reference books or journals listed the

reference at the end of my Final Paper

If it is proved that I did not fulfill what has been stated above, the work of this

Final Paper is invalid,

Surabaya, 16™ August 2017
METERAI 5.
EmpEL ¢ ) Declared by,

ii




UNIVERSITAS PELITA HARAPAN SURABAYA
STATEMENT OF AUTHENTICITY OF FINAL PAPER

AGREEMENT OF MENTORING GUIDANCE FOR FINAL PAPER

ANALYSIS OF THE EFFECT OF OPERANT & OPERAND SERVICE
QUALITY TOWARD CUSTOMER LOYALTY, THROUGH CUSTOMER
ENGAGEMENT AND CUSTOMER SATISFACTION TO THE VISITORS
OF TIRTA SARI DANCE AND MUSIC PERFORMANCE AJT BALERUNG

STAGE IN BALI
By:
Student Name - A.A.Gede Kerisna Mahadewa M.M.
NPM 01320140016
Department : Manajemen

Has been examined and approved for submission and defended in a
comprehensive presentation in order to obtain the degree of Sarjana Ekonomi

Strata Satu in Fakultas Ekonomi, Universitas Pelita Harapan Surabaya.

Surabaya, 16™ August 2017

Approving:
Advisor Co-Advisor
/@nd C/é -~
Dr. Ronald Suryaputra, ST, M.M Yanuar Danajaya, B.Sc, MM
4
@,of Management Dean of Faculty

;

ﬁ;'é \,':é\.
(7% Department
I Tay p,

i



UNIVERSITAS PELITA HARAPAN SURABAYA
STATEMENT OF AUTHENTICITY OF FINAL PAPER

AGREEMENT OF PANELIST APPROVAL FOR FINAL PAPER

On Wednesday, 20™ September 2017 has been held a comprehensive presentation

in order to fulfill academic requirment to obtain Sarjana Ekonomi Strata Satu in

Fakultas Ekonomi, Universitas Pelita Harapan Surabaya on the behalf of:

Student Name A.A.Gede Kerisna Mahadewa M.M.
NPM 01320140016
Department Manajemen

Including Final Paper comprehensive test by the title of “ANALYSIS OF THE
EFFECT OF OPERANT & OPERAND SERVICE QUALITY TOWARD
CUSTOMER LOYALTY, THROUGH CUSTOMER ENGAGEMENT AND
CUSTOMER SATISFACTION TO THE VISITORS OF TIRTA SARI
DANCE AND MUSIC PERFORMANCE AT BALERUNG STAGE IN

BALT" panelist team consisting of:

Board of Panelist *

1. Dr. Ronald, ST, M.M.

2. Amelia, SE, M.M.

3. Hananiel Menoverdi G., BA, M.BA

Status

as the Chairman

and Advisor

as the Member

as the Member

Signature




PREFACE

Praises and gratefulness are delivered to The Almighty God for all His
mercy in helping and guiding the author during the preparation of the thesis as the
final paper for the undergraduate study. For this, the author also would like to
greatly appreciate the following people for their valuable contributions in helping

the author from beginning until the completion of the thesis.

1. Dr. Ronald Suryaputra, S.T., M.M. as the Academic Director of
Universitas Pelita Harapan Surabaya and the Advisor, for the priceless
guidance, advices encouragement during the whole process of the thesis
preparation and the patience and kindness in checking every single mistake
in the paper before the submission. Also, a big gratitude for defending,
guidance, and helping me in my proposal and final defense.

2. Yanuar Dananjaya, B.Bs, M.M.., as the co-advisor, for the priceless
guidance, encouragement, advice during the whole process of the thesis
preparation and final defense.

3. Amelia, S.E., M.M., as one of the panelist during the final defense for the
advice and guidance during the whole process of the thesis preparation.

4. Hananiel Menoverdi G., BA, M.BA., as one of the panelist during the final
defense for the advice and guidance during the whole process of the thesis
preparation.

5. Mrs. Keiko Mandera and A.A.Gede Bagus Mandera, my beloved mother
and father, for all the priceless assistances, encouragements and supports
during the whole process of thesis preparation.

6. Mr. ALA.Gede Oka Dalem, my beloved uncle, for all the priceless
assistances, encouragements and supports during the whole process of
thesis preparation.

7. For all my friends, lecturers, university staffs, and all other people
involved in the preparation of the thesis.

Although the thesis is still far from being perfect, the author does believe

that this thesis will be useful for further usage. As the thesis is completed, with the



effort and love from all the people involved in the preparation stage as mentioned
before, and to them, the author dedicates this final paper.

Surabaya, 16 August 2017

A.A.Gede Kerisna Mahadewa M.M.



TABLE OF CONTENTS

THTLE PAGE. ... e [
STATEMENT OF AUTHENTICITY OF FINAL PAPER..........ccooiiiiiii. i
AGREEMENT OF MENTOTING GUIDANCE FOR FINAL PAPER............. i
AGREEMENT OF PANELIST APPROVAL FOR FINAL PAPER................. 0\
AB S T R A C T . %
PREF A CE. ... Vi
TABLE OF CONTENT S, ... viii
LIST OF TABLES. .. e Xii
LIST OF PICTURES. ... e Xiv
LIST OF APPENDICES. ... .. e XV
CHAPTER I INTRODUCTION. ...ttt 1
1.1. Background..........c.ooiiiiii 1
1.2. Research Problems. ... . ... 8
1.3. Research Objectives. ... ..oouieiiiiiii i 8
14. Research Contributions. ..........co.eieiiiiiiiii e 9
1.5. Research Limitations. ... .....c.euiiiiiniiinniii e 9
1.6. Research Outlines. .........c.oouiiiiiii e, 10
CHAPTER I LITERATURE REVIEW. ..., 11
2.1. Service QUAalitY.....c.viiriit i 11
2.1.1. Operant Service QUality.........ooeviiiiiiiiiiiiii e, 12
2.1.2. Operand Service Quality..........oooviiiiiiiiiii e, 14
2.2. Customer Engagement.............ooooeiiiiiiiiiiiiiiiiciei e 15
2.3. Customer SatiSfaction............ocoiiiiiiiiiiii e 18
24. Customer Loyalty........coouiiiiiiiii e 20
2.5. Previous Study........oooiii i 23
2.6. Hypotheses. ......oneiii e 25
2.6.1. Operant Service Quality and Customer Engagement...................... 25
2.6.2. Operant Service Quality and Customer Satisfaction....................... 26
2.6.3. Operand Service Quality and Customer Satisfaction ...................... 28



2.6.4. Customer Engagement and Customer Satisfaction......................... 29
2.6.5. Operant Service Quality and Customer Loyalty............................ 30
2.6.6. Operand Service Quality and Customer Loyalty ........................... 31
2.6.7. Customer Engagement and Customer Loyalty....................coeee 32
2.6.8. Satisfaction and Customer Loyalty..............cooooiiiiiiiiiiiiiiiin. 34
2.7. Research Model..........ooooiiiiii 35
2.8. Operational Framework.................oooiiiiiiiii 36
CHAPTER I RESEARCH METHODS. ... 38
3.1. ReSEArCh Design.......ovviiiiii e 38
3.2. Type of Research...........oooiiiiiiii e 38
3.3. Population and Samples............cooiiiiiiiii 39
3.3.1. Population ........c.oiiiii 39
3.3.2. SAMPIES. .ttt e 39
3.4. Data Collection Methods............c.cooiiiiiiiiiii 40
3.5. Operational Definition and Variable Measurement........................ 43
3.6. Data Analyzing Method.............cooiiiiiii i 45
3.6.1. Reliability TeSt......veriietiti et e 53
CHAPTER IV DATA ANALYSIS AND DISCUSSION........cooviiiiiiiiieen, 54
4.1. Overview of Tirta Sari Dance and Music Performance.................... 94
4.2. Data ANalYSIS. . ..uetet it 54
4.2.1. Descriptive StatiStICS. . ..o.uvuiit ittt 54
4.2.1.1. Characteristic of Respondents...............cooviiiiiiiiiiiiiiii i, 94
4.2.1.2. Overview of Respondents by Age.........covviiiiiiiiiiiiiiiiiien, 55
4.2.1.3. Overview of Respondents by Gender.................cooviiiiiiiiiininn... 56
4.2.1.4. Respondents’ RESPONSe. ........ouiuiiiiiiiiiiiiiiiiiie e 57
4.2.2. Results of Data Quality Testing............ccooviiiiiiiiiiiiiiieeeen, 62
4.2.2.1. Evaluation of Data Normality.................ooooiiiiiiiii . 63
4.2.2.2. Evaluation of QULHers. ... ... 64
4.2.2.2.1. Univariate OUtHers. ... 64
4.2.2.2.2. Multivariate OULHErs...........cooiiiiii 65
4.2.2.3. Evaluation of Multicollinearity and Singularity............................ 66
4.2.2.4. Confirmatory Factor AnalysiS...........c.ovviiiiiiiiiiiiieee e, 66



4.2.2.4.1. Confirmatory Analysis of Exogenous Variables........................... 66
4.2.2.4.2. Confirmatory Analysis of Endogenous Variables.......................... 68
4.2.2.5. Analysis of Full Structural Equation Modeling............................. 69
4.2.2.6. Reliability TeSt. .. .ueeeeeteieee e 71
4.2.3. Results of Hypothesis Testing..........ccoeviiiiiiiiiiiiiieieeeeae, 72
4.2.3.1. Hypothesis Testing L (H1) ....ooviniiniiii e 73
4.2.3.2. Hypothesis Testing 2 (H2) ..o 73
4.2.3.3. Hypothesis Testing 3 (H3) ..o 74
4.2.3.4. Hypothesis Testing 4 (H4) ..o 74
4.2.3.5. Hypothesis Testing 5 (H5) ....oviniiii e 75
4.2.3.6. Hypothesis Testing 6 (H6) ..........coooiiiiiiiiiiii e 75
4.2.3.7. Hypothesis Testing 7 (H7) ..o 76
4.2.3.8. Hypothesis Testing 8 (H8) .......ooviiiniii e 76
4.3. DISCUSSION. ...ttt 7
CHAPTER V CONCLUSION. ...t 90
5.1. CONCIUSION. ...\ttt 90
5.1.1. Conclusion for Hypotheses. ...........cooiiiiiiiiiiiiiii, 90
5.1.1.1. The Effect of Operant Service Quality on Customer Engagement....... 90
5.11.2. The Effect of Operant Service Quality on Customer Satisfaction........ 91
51.13. The Effect of Operand Service Quality on Customer Satisfaction....... 91
5.11.4 The Effect of Customer Engagement on Customer Satisfaction......... 92
5.1.15 The Effect of Operant Service Quality on Customer Loyalty............ 93
5.1.1.6. The Effect of Operand Service Quality on Customer Loyalty............ 93
5.1.1.7. The Effect of Customer Engagement on Customer Loyalty............... 94
5.1.1.8. The Effect of Customer Satisfaction on Customer Loyalty............... 95
5.1.2. Conclusion for Research Problem...................coco, 95
5.2. IMPHCAtION. ...t e 97
5.2.1. Theoretical Implication..............ooeiiiiiiiiiiiii e, 97
5.2.2. Managerial Implication..............ooviiiiiiiiiiiii 98
5.3 Recommendation............ooiuiiiiiiiiii e 103
REFERENCES. ... o e 104
AP PEN DD DX A A-1



APPENDIX B
APPENDIX C

Vi



