DAFTAR ISI

BAB I. PENDAHULUAN

1.1 Latar BelaKang........ccooeiiiiiiiiiecee e 1
1.2 Rumusan Masalah...........cccocriiiiininiiieeee s 4
1.3 Tujuan Penelitian..........cccooveiieieie e 5
1.4 Manfaat Penelitian..........cccccovveieiieniiesi e 5
1.5 Kerangka TeOMTIS .....cveveieierierierie st 6
1.6 HIPOLESIS ..ottt 7

BAB Il. LANDASAN TEORI

2.1 KONSEP PEMASAIAN......cccviiiiiieiiiie it 8
2.2 PEMASAIaN JASA .....ceiveiiuiieiieiiiesiie e et 9
2.3 Kualitas Pelayanan ...........ccccoocevveviiiieiiece e 13
2.4 Kepuasan Pelanggan..........cccccoeierereiiiineeeeese s 15
2.5 Penelitian TerdahulU...........ccoovvieiiieiieecccee e 18

BAB III.METODE PENELITIAN

3.1 Jenis Penelitian ........cccovvveiieisiee e 20
3.2 VariabelPenelitiandanDefinisiOperasional ...............cc.ccooeeee. 20
3.2.1 Variabel Penelitian .........ccccocvviiiiiiiiiiieee e 20
3.2.2 Definisi Operasional Variabel..............cccccocevvveiiiiennennn. 21
3.3 PenentuanSampel ..........ccoieiiiiiic e 24
3.3.1 Populasi dan Sampel ... 24
3.3.2 Teknik Pengambilan Sampel...........ccccccoeveiiiiiiniiieen. 24
3.4 Jenis dan SUMDEr Data.........ccccoveererienienceie e 25
3.4.1 TeknikPengumpulan Data...........ccoceevvreeiinnnnencnenenien 26

3.5 TeknikPengolahan Data ..........cccoevereiinininieec e 26



3.5.1 Analisis Kualitatif ..........coooeeeieeeeeeee e, 27

3.5.2 Analisis Kuantitatif ..........cccccoovviinieinneesene e, 27
3.6 Teknik Analisis Data.........cccocurvererereneninieieee e 28
3.6.1 Uji Validitas dan Reliabilitas............ccccceveviveviiiieinennnns 28
3.6.1.1 Uji Validitas ........cooeeviiiiiiiiiiieee e 28

3.6.1.2 Uji Reabilitas.........ccccoeiiiiiiiicce e 28

3.6.2 Analisis Regresi Linier Berganda............ccccceeviiveieennnne 29
3.6.3 Uji HIPOESIS .....ecuviciieiieeie et 29
3.6.3.1 Uji Signifikansi Simultan............ccccocooiinnnnn. 29

3.6.3.2 Uji Signifikansi Pengaruh Parsial ..................... 30

3.6.3.3 Koefisien Determinasi..........ccooerererienenesnnnean 31

BAB IV.HASIL PENELITIAN DAN PEMBAHASAN

4.1 Uji Validitas dan Uji Reabilitas ............ccoooovviiiiniiiiciiins 32
4.1.1 UJi ValdItas .....coveieiiieieiceeecee e 32
4.1.2 Uji Reabilitas..........ccocevieieiiieiie e 33

4.2 Analisis Kualitatif ...........ccoovieiiinii e 35
4.2.1 Hasil Analisis Variabel Demografi..........cccccooevcvninennnne 35

4.3 Distribusi Frekuensi Jawaban Responden ............ccccocevvinnnnne 38
4.3.1 Tanggapan TentangKualitas Pelayanan (X).................... 38
4.3.2 Tanggapan Tentang Kepuasan Konsumen (Y) ............... 47

4.4 Analisis Kuantitatif ............ccooeveieniniieeeee e 49
4.4.1 Uji Regresi Linier Berganda ...........cccccocevenenencnenennnnn. 49
4.4.2 Uji Koefisien Regresi Secara Bersama-sama.................. 51
4.4.3 Uji Koefisien Regresi Secara Parsial .................ccceneee. 53

4.5 PEMDBDENASAN........ciiieiieiieiceeceie e 55

BAB V. KESIMPULAN DAN SARAN
5.1 SIMPUIAN ..o 58
ST T: | - o PSSR 59

DAFTAR PUSTAKA

LAMPIRAN



