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MOTTO 

 

“ilmu itu lebih baik dari pada harta 

Ilmu itu menjagamu sedangkan kamu menjaga harta 

Ilmu itu hakim sedangkan harta dikenai hukum 

Harta itu bisa berkurang jika digunakan 

Sedangkan ilmu akan bertambah bila digunakan.”  

(Ali Bin Abi Thalib) 

 
Ilmu 

itu bukan  yang dihafal 

Tetapi yang memeberi 

manfaat 

(Imam Syafi’i) 
 

 “Sesungguhnya sesudah kesulitan itu ada kemudahan.”  
(QS. Al-Insirah : 6) 

 

Niscaya Allah akan mengangkat (derajat) orang orang 

yang beriman diantaramu dan orang orang yang diberi 

ilmu beberapa derajat 
(QS. Al-Mujadilah 11) 

 

If A is success in life, then  

A = x + y+ z , work is x, y is play  

and z is keeping your mouth shut. 
(Albert Einstain) 

 

Allah tidak membenci orang malas, tetapi Allah 

mengijinkan orang rajin mendapatkan rezeki yang lebih 

banyak. 

(Titis Teguh K) 
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Bermula dari niat yang dijalani dengan penuh optimis 

dan tetap iklas walau berbagai macam cobaan demi 

sebuah kata SUKSES........ 

(Peni Lestari) 
 

Hidup bukan untuk ditangisi 

Tapi 

Untuk disyukuri dan diperjuangkan 

Mulailah dengan doa dan senyuman. 

(Merry Riana) 
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PERSEMBAHAN 
 

 
Ayahanda dan Ibunda tercinta 

Untukmu ibunda (WARTI),,, 
Ayahanda (MUHAMAD SUMEDI) 

Terimaksih (ttd. Anakmu) 
  



vi 
 

Keluarga Besar Alm. Mbah Narjo 

Keluarga Besar  Alm. Mbah Kartono 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



vii 
 

DAFTAR ISI 

PERNYATAAN.................................................................................................................iii 

MOTTO..............................................................................................................................iv 

PERSEMBAHAN..............................................................................................................vi 

INTISARI.........................................................................................................................viii 

ABSTRACT........................................................................................................................ix 

KATA PENGANTAR.........................................................................................................x 

DAFTAR ISI......................................................................................................................xii 

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

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

B. Rumusan Masalah Penelitian .................................................................................5 

C. Tujuan Penelitian ...................................................................................................5 

D. Manfaat Penelitian .................................................................................................6 

BAB II TINJAUAN PUSTAKA ......................................................................................7 

A. Landasan Teori ......................................................................................................7 

1. Kepuasan Pelanggan .........................................................................................7 

2. Kualitas Produk .............................................................................................. 11 

3. Kualitas Pelayanan ......................................................................................... 15 

4. Persepsi Harga ................................................................................................ 18 

B. Hasil Penelitian Terdahulu .................................................................................. 21 

C. Hipotesis .............................................................................................................. 21 

D. Model Penelitian ..................................................................................................24 

BAB III METODE PENELITIAN ............................................................................... 25 

A. Objek dan Subjek Penelitian ............................................................................... 25 

B. Jenis Data ............................................................................................................ 25 

C. Teknik Pengambilan Sampel............................................................................... 26 

D. Teknik Pengumpulan Data .................................................................................. 26 

E. Definisi Opersional Variabel ............................................................................... 27 

1. Kualitas Produk..............................................................................................27 

2. Kualitas Layanan............................................................................................28 

3. Persepsi Harga................................................................................................29 



viii 
 

4. Kepuasan Pelanggan.......................................................................................29 

F. Uji Kualitas Instrumen .........................................................................................30 

1. Uji Validitas....................................................................................................30 

2. Uji Reliabilitas................................................................................................31 

G. Uji Asumsi Klasik.................................................................................................31 

1. Uji Multikolonearitas......................................................................................31 

2. Uji Heteroskedastisitas...................................................................................32 

3. Uji Normalitas................................................................................................32 

H. Uji Hipotesis dan Analisis Data............................................................................32 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ...............................................36 

A. Gambaran Umum Objek/Subjek Penelitian .........................................................36 

1. Objek Penelitian ............................................................................................. 36 

2. Subjek Penelitian .............................................................................................37 

B. Uji Kualitas Instrumen .........................................................................................39 

1. Uji Validitas ....................................................................................................39 

a. Uji Validitas Kualitas Produk ....................................................................40 

b. Uji Validitas Kualitas layanan ...................................................................40 

c. Uji Validitas Persepsi Harga ......................................................................41 

d. Uji Validitas Kepuasan Pelanggan ............................................................42 

2. Uji Reliabilitas ................................................................................................42 

C. Uji Asumsi Klasik.................................................................................................43 

1. Uji Multikolonearitas......................................................................................43 

2. Uji Heteroskedastisitas...................................................................................44 

3. Uji Normalitas................................................................................................45 

D. Hasil Analisis Data dan  Penelitian Hipotesis.......................................................46 

1. Analisis Regresi Linier Berganda ...................................................................46 

2. Hasil Uji F (Simultan) .................................................................................... 47 

3. Uji t (Parsial) .................................................................................................. 48 

4. Uji Koefisien Determinan (R2) .......................................................................50 

E. Pembahasan ......................................................................................................... 51 

BAB V SIMPULAN, KETERBATASAN PENELITIAN DAN SARAN ...................55 

A. Simpulan ..............................................................................................................55 

B. Keterbatasan ........................................................................................................56 

C. Saran ....................................................................................................................56 



ix 
 

DAFTAR PUSTAKA 

LAMPIRAN 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



x 
 

DAFTAR TABEL 

Tabel 3.1 Pengukuran Variabel ......................................................................29 

Tabel 4.1 Profil Responden ............................................................................38 

Tabel 4.2 Hasil Uji Validitas Variabel Kualitas Produk ................................40 

Tabel 4.3 Hasil Uji Validitas Variabel Kualitas Layanan ..............................41 

Tabel 4.4 Hasil Uji Validitas Variabel Persepsi Harga ..................................41 

Tabel 4.5 Hasil Uji Validitas Variabel Kepuasan Pelanggan ........................42 

Tabel 4.6 Hasil Uji Reliabilitas ......................................................................43 

Tabel 4.7 Hasil Uji Multikolonieritas ............................................................44 

 Tabel 4.8 Hasil Uji Glejser Heteroskedastisitas  ...........................................45 

 Tabel 4.9 Hasil Uji Normalitas  ....................................................................45 

 Tabel 4.10 Hasil Uji Hipotesis.......................................................................47 

Tabel 4.11 Hasil Uji F ....................................................................................48 

Tabel 4.12 Hasil Uji Koefisien Determinan ...................................................50 

 

 

 

 

 

 

 

 

 

 



xi 
 

DAFTAR GAMBAR 

 Gambar 1.1 Model Kepuasan Pelanggan.........................................................8 

        Gambar 2.1 Model Penelitian  ...................................................................... 24 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xii 
 

DAFTAR LAMPIRAN  

Lampiran 1 .....................................................................................................58 

Lampiran 2 .....................................................................................................62 

Lampiran 3 .....................................................................................................65 

Lampiran 4 .....................................................................................................66 

Lampiran 5 .....................................................................................................67 

 

 

 

 

 

 

 


