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ABSTRAK

Ari Afpriyanto, 2019; Pengaruh Delay, Perceived Fare, Complaint Handling,
dan Corporate Image Terhadap Niat Penumpang untuk Melakukan Pembelian
Ulang Tiket Perjalanan Domestik Maskapai Penerbangan Nasional. Skripsi,
Jakarta: Konsentrasi Manajemen Pemasaran, Program Studi Manajemen,
Jurusan Manajemen, Fakultas Ekonomi, Universitas Negeri Jakarta. Tim
Pembimbing: Dr. Mohamad Rizan, M.M. & Agung Kresnamurti Rivai P., ST,
M.M.

Tujuan dari penelitian ini adalah: 1) Untuk menguji secara empiris pengaruh
delay terhadap niat penumpang untuk melakukan pembelian ulang tiket
penerbangan domestik Lion Air. 2) Untuk menguji secara empiris pengaruh
perceived fare terhadap corporate image dalam benak penumpang domestik Lion
Air. 3) Untuk menguji secara empiris pengaruh complaint handling terhadap
corporate image dalam benak penumpang domestik Lion Air. 4) Untuk menguji
secara empiris pengaruh perceived fare terhadap niat penumpang untuk melakukan
pembelian ulang tiket penerbangan domestik Lion Air. 5) Untuk menguji secara
empiris pengaruh complaint handling terhadap niat penumpang untuk melakukan
pembelian ulang tiket penerbangan domestik Lion Air. 6) Untuk menguji secara
empiris pengaruh corporate image terhadap niat penumpang untuk melakukan
pembelian ulang tiket penerbangan domestik Lion Air. Pengumpulan data
dilakukan dengan menyebar kuesioner kepada 200 responden menggunakan teknik
purposive sampling. Teknis analisis data menggunakan metode SEM (Structural
Equation Model ) dari paket statistik LISREL versi 8.8.

Hasil penelitian menunjukkan bahwa: 1) Delay memiliki pengaruh negatif
terhadap repurchase intention dengan t-value sebesar -2.823. 2) Perceived price
memiliki pengaruh positif terhadap corporate image dengan t-value sebesar 4.118.
3) Complaint handling memiliki pengaruh positif terhadap corporate image dengan
t-value sebesar 3.885. 4) Persepsi tarif memiliki pengaruh positif terhadap
repurchase intention dengan t-value sebesar 4.756. 5) Complaint handling memiliki
pengaruh positif terhadap repurchase intention dengan t-value sebesar 6.435. 6)
Corporate image memiliki pengaruh positif terhadap repurchase intention dengan
t-value sebesar 8.186.

Kata kunci: delay, perceived fare, complaint handling, corporate image,
repurchase intention, dan Lion Air



ABSTRACT

Ari Afpriyanto, 2019; The Effects of Delay, Perceived Fare, Complaint Handling,
and Corporate Image on Passengers’ Intention to Repurchase A Domestic Flight
Ticket from an Indonesian Airline. Thesis, Jakarta: Marketing Management
Concentration, Management Study Program, Management Department, Faculty
of Economics, Jakarta State University. Advisory Team: Mohamad Rizan, M.M.
& Agung Kresnamurti Rivai P., ST, M.M.

The objectives of this study are: 1) To empirically test the effect of delay on
passengers’ intention to repurchase a domestic flight ticket from Lion Air. 2) To
empirically test the effect of perceived fare on corporate image of Lion Air in the
minds of its domestic passengers. 3) To empirically test the effect of complaint
handling on corporate image of Lion Air in the minds of its domestic passengers.
4) To empirically test the effect of perceived fare on passengers’ intention to
repurchase a domestic flight ticket from Lion Air. 5) To empirically test the effect
of complaint handling passengers’ intention to repurchase a domestic flight ticket
from Lion Air. 6) To empirically test the effect of corporate image of Lion Air on
passengers’ intention to repurchase a domestic flight ticket from Lion Air. Data
were collected from 200 respondents using purposive sampling method. Structural
Equation Modelling (SEM) on LISREL 8.8 was used to analyze the data.

The results of this study showed that: 1) Delay has a negative effect on
repurchase intention with a t-value of -2.823. 2) Perceived fare has a positive effect
on corporate image with a t-value of 4.118. 3) Complaint handling has a positive
effect on corporate image with t-value of 3.885. 4) Perceived fare has a positve
effect on repurchase intention with a t-value of 4.756. 5) Complaint handling has a
positive effect on repurchase intention with a t-value of 6.435. 6) Corporate image
has a positive effect on repurchase intention with a t-value of 8.186.

Keywords: delay, perceived fare, complaint handling, corporate image,
repurchase intention, and Lion Air
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