
 vi 

DAFTAR ISI 

 

ABSTRAK .................................................................................................  i 

KATA PENGANTAR ...............................................................................  iii 

DAFTAR ISI ..............................................................................................  vi 

DAFTAR TABEL......................................................................................  viii 

BAB I PENDAHULUAN 

A. Latar Belakang .........................................................................  1 

B. Penegasan Istilah ......................................................................  3 

C. Permasalahan ............................................................................  4 

D. Tujuan dan Kegunaan Penelitian..............................................  5 

E. Sistematika Penulisan ...............................................................  6 

 

BAB II TINJAUAN PUSTAKA 

A. Teori .........................................................................................  8 

1. Persepsi...............................................................................  8 

2. Pelayanan ...........................................................................  11 

B. Kajian Terdahulu ......................................................................  20 

C. Definisi Konseptual dan Operasional Variabel ........................  22 

1. Defenisi Konseptual ...........................................................  22 

2. OperasionalVariabel ...........................................................  24 

 

BAB III METODOLOGI PENELITIAN 

A. Jenis Penelitian .........................................................................  25 

B. Lokasi Penelitian ......................................................................  25 

C. Populasidan Sampel .................................................................  25 

D. Teknik Pengumpulan Data .......................................................  28 

E. Uji Validitas dan Reabilitas Data .............................................  29 

F. Teknik Analisis Data ................................................................  29 

 

BAB IV  GAMBARAN UMUM LOKASI PENELITIAN 

A. Gambaran Umum Kabupaten Bengkalis ..................................  31 

B. Gambaran Umum Kantor Dinas Perhubungan Kabupaten 

Bengkalis. .................................................................................  33 



 vii 

BAB V  HASIL PENELITIAN DAN PEMBAHASAN 

A. Hasil .........................................................................................  37 

B. Pembahasan ..............................................................................  59 

 

BAB VI  PENUTUP 

A. Kesimpulan...............................................................................  72 

B. Saran .........................................................................................  72 

 

DAFTAR PUSTAKA 

LAMPIRAN 

 


