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ABSTRAK 

 

 Angga Permana. 201610215187. Pengaruh Kualitas Pelayanan Terhadap 

Kepuasan Pelanggan Guna Meningkatkan Penjualan di Toko Angga Pondok Ungu 

Permai Dengan Metode Accidental Sampling. Di dalam penelitian ini membahas 

mengenai kepuasan pelanggan di Toko Angga Pondok Ungu Permai Dengan 

Metode yang digunakan adalah Accidental Sampling. Tujuan dari penelitian ini 

adalah untuk mengetahui dari 5 variabel kualitas pelayanan yang terdiri dari 

tangible, reliability, responsiveness assurance dan emphaty, manakah yang 

berpengaruh negatif terhadap penurunan penjualan di Toko Angga Pondok Ungu 

Permai. Hasil dari pengolahan data dapat ditunjukkan bahwa variabel 

responsiveness berpengaruh negatif terhadap kepuasan pelanggan, Untuk hasil uji 

F atau uji simultan hasil perhitungan menunjukan nilai f hitung 9.354 dengan nilai 

signifikansi adalah 0,000 lebih kecil dari 0,05. Sehingga dapat disimpulkan bahwa 

semua variabel mempunyai pengaruh secara bersama-sama terhadap kepuasan 

pelanggan. Dan uji determinasi adalah sebesar 0,661 yang berarti dari 66,1%. 

Kepuasan pelanggan dapat dijelaskan dari 5 variabel kualitas pelayanan. Hal ini 

berarti sisanya 33,9% dipengaruhi oleh variabel-variabel yang tidak diteliti didalam 

penelitian ini. Guna meningkatkan penjualan adalah dengan memperbaiki kualitas 

pelayanan terhadap kepuasan pelanggan sehingga perlu diperbaiki yaitu man, 

kualitas produk dan kualitas pelayanan. 

 

Kata kunci: bukti fisik, kehandalan, daya tanggap, jaminan, kepedulian dan 

kepuasan pelanggan. 
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ABSTRACT 

 

Angga Permana. 201610215187. The Influence of Service Quality on 

Customer Satisfaction To Increase Sales in Pondok Ungu Permai Angga Shop 

Using the Accidental Sampling Method. 

In this study discusses customer satisfaction in Angga Pondok Ungu Permai Shop. 

The method used is Accidental Sampling. The purpose of this study is to study of 5 

service quality variables consisting of tangibility, reliability, assurance 

responsiveness and empathy, evaluations that negatively link sales to Angga 

Pondok Ungu Permai. The results of data processing can evaluate the negative 

response variable to customer satisfaction, for the results of the F test or the 

simultaneous test the calculation results show the calculated value of 9,344 with a 

significance value of 0,000 less than 0.05. So it can be concluded that all variables 

have a joint participation in customer satisfaction. And the test of determination is 

equal to 0.661 which means from 66.1%. 5 service quality satisfaction. This means 

that 33.9% were accepted by the variables not approved in this study. To increase 

sales is to improve service quality to customer satisfaction so that it needs to be 

improved is man, product quality and service quality. 

 

Keywords: tangible, reliability, responsiveness, assurance, emphaty and 

satisfaction. 

 

Pengaruh Kualitas.., Angga Permana, Fakultas Teknik 2022



Pengaruh Kualitas.., Angga Permana, Fakultas Teknik 2022



Pengaruh Kualitas.., Angga Permana, Fakultas Teknik 2022



Pengaruh Kualitas.., Angga Permana, Fakultas Teknik 2022



x 

 

DAFTAR ISI 

     Halaman 

LEMBAR COVER .........................................................................................  

LEMBAR PERSETUJUAN .......................................................................... ii 

LEMBAR PENGESAHAN ........................................................................... iii 

LEMBAR PERNYATAAN BUKAN PLAGIASI ....................................... iv 

ABSTRAK ...................................................................................................... v 

ABSTRACT .................................................................................................... vi 

LEMBAR PERNYATAAN PUBLIKASI .................................................... vii 

KATA PENGANTAR .................................................................................... viii 

DAFTAR ISI ................................................................................................... x 

DAFTAR TABEL .......................................................................................... xiii 

DAFTAR GAMBAR ...................................................................................... xiv 

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

1.1    Latar Belakang ........................................................................................ 1 

1.2    Identifikasi Masalah ................................................................................ 6 

1.3    Rumusan Masalah ................................................................................... 6 

1.4    Batasan Masalah ..................................................................................... 6 

1.5    Tujuan Penelitian .................................................................................... 7 

1.6    Manfaat Penelitian .................................................................................. 7 

1.7    Waktu dan Tempat Penelitian ................................................................. 8 

1.8    Metode Penelitian ................................................................................... 8 

1.9    Sistematika Penulisan ............................................................................. 8 

BAB II LANDASAN TEORI ........................................................................ 10 

2.1 Kualitas Pelayanan ................................................................................. 10 

  2.1.1 Pengertian Kualitas Pelayanan ...................................................... 10 

  2.1.2 Dimensi Kualitas Pelayanan .......................................................... 11 

2.2 Kepuasan Pelanggan ............................................................................... 12 

  2.2.1 Pengertian kepuasaan Pelanggan ................................................... 12 

  2.2.2 Konsep Kepuasan Pelanggan ......................................................... 14 

  2.2.3 Faktor-Faktor Yang Mempengaruhi Kepuasan Pelanggan ........... 16 

2.3    Retail ....................................................................................................... 17 

Pengaruh Kualitas.., Angga Permana, Fakultas Teknik 2022



xi 

 

           2.3.1 Pengertian Retail ............................................................................ 17 

           2.3.2 Definisi Perdagangan Eceran ......................................................... 18 

 2.4    Produk ..................................................................................................... 20 

          2.4.1 Pengertian Produk .......................................................................... 20 

 2.5    Jasa .......................................................................................................... 21 

           2.5.1 Pengertian Jasa .............................................................................. 21 

           2.5.2 Karakteristik Jasa ........................................................................... 22 

BAB III METODOLOGI PENELITIAN .................................................... 27 

3.1  Jenis Penelitian ....................................................................................... 27 

3.2 Teknik Pengumpulan Data ..................................................................... 27 

  3.2.1 Populasi dan Sampel ...................................................................... 29 

3.3 Teknik Pengolahan Data  ........................................................................ 30 

 3.3.1 Uji Validitas ................................................................................... 30 

 3.3.2 Uji Reliabilitas ............................................................................... 31 

 3.3.3 Uji Normalitas ............................................................................... 32 

 3.3.4 Uji Multikolonieritas ..................................................................... 33 

 3.3.5 Uji Heteroskedastisitas .................................................................. 33 

 3.3.6 Uji Analisis Regresi Linier Berganda ............................................ 34 

 3.3.7 Uji Signifikan Parsial (Uji t) .......................................................... 35 

 3.3.8 Uji Signifikan Simultan (Uji F) ..................................................... 37 

 3.3.9 Uji Koefisien Deteminasi (R2) ...................................................... 37 

 3.3.10 Kerangka Penelitian ..................................................................... 39 

BAB IV HASIL ANALISIS DATA DAN PEMBAHASAN ....................... 40 

4.1 Gambaran Umum Responden ................................................................. 40 

 4.1.1 Usia Responden ............................................................................. 40 

 4.1.2 Jenis Kelamin Responden .............................................................. 41 

 4.1.3 Jenis Pekerjaan Responden ............................................................ 42 

 4.1.4 Frekuensi Kedatangan Responden ................................................. 43 

4.2 Analisis Indeks Jawaban Responden ...................................................... 44 

 4.2.1 Indeks Responden Mengenai Bukti Fisik (Tangible) .................... 44 

 4.2.2 Indeks Responden Mengenai Kehandalan (Reliability) ................ 47 

 4.2.3 Indeks Responden Mengenai Daya Tanggap (responsiveness) ..... 49 

Pengaruh Kualitas.., Angga Permana, Fakultas Teknik 2022



xii 

 

 4.2.4 Indeks Responden Mengenai Jaminan (assurance) ....................... 51 

 4.2.5 Indeks Responden Mengenai Kepedulian (emphaty) .................... 54 

 4.2.6 Indeks Responden Mengenai Kepuasan (Satisfaction).................. 56 

4.3 Hasil Pengolahan Data ............................................................................ 58 

 4.3.1 Hasil Uji Validitas ......................................................................... 58 

 4.3.2 Hasil Uji Reliabilitas ..................................................................... 60 

 4.3.3 Hasil Uji Uji Normalitas ................................................................ 61 

 4.3.4 Hasil Uji Multikolonieritas ............................................................ 61 

 4.3.5 Hasil Uji Heteroskedastisitas ......................................................... 62 

 4.3.6 Hasil Uji Analisis Regresi Linier Berganda .................................. 64 

 4.3.7 Hasil Uji Signifikan Parsial (Uji t) ................................................ 65 

 4.3.8 Hasil Uji Signifikan Simultan (Uji F) ............................................ 68 

 4.3.9 Hasil Uji Koefisien Deteminasi (R2) ............................................. 69 

 4.3.10 Pembahasan ................................................................................. 70 

BAB V PENUTUP .......................................................................................... 74 

5.1 Kesimpulan ............................................................................................. 74 

5.2 Saran Perbaikan ...................................................................................... 74 

DAFTAR PUSTAKA 

LAMPIRAN 

 

Pengaruh Kualitas.., Angga Permana, Fakultas Teknik 2022



xiii 

 

DAFTAR TABEL 

                                                                                                                     Halaman 

Tabel 1.1 Rasio Keinginan Berbelanja di Pasar Tradisional dan Modern ....... 3 

Tabel 1.2 Jumlah Pengunjung Tahun 2018-2019 ............................................ 5 

Tabel 1.3 Jumlah Data Penjualan Tahun 2018-2019 ....................................... 5 

Tabel 2.1 Ringkasan Penelitian Terdahulu ...................................................... 23 

Tabel 4.1 Gambaran Umum Responden Menurut Usia ................................... 40 

Tabel 4.2 Gambaran Umum Responden Menurut Jenis Kelamin.................... 42 

Tabel 4.3 Gambaran Umum Responden Menurut Jenis Pekerjaan.................. 42 

Tabel 4.4 Frekuensi Kedatangan Responden ................................................... 43 

Tabel 4.5 Tanggapan Responden Mengenai Bukti Fisik (Tangible) ............... 45 

Tabel 4.6 Tanggapan Responden Mengenai Kehandalan (reliability) ............. 47 

Tabel 4.7 Tanggapan Responden Mengenai Daya Tanggap (Responsiveness) 50 

Tabel 4.8 Tanggapan Responden Mengenai Jaminan (assurance) .................. 52 

Tabel 4.9 Tanggapan Responden Mengenai Kepedulian (emphaty) ............... 54 

Tabel 4.10 Tanggapan Responden Mengenai Kepuasan (Satisfaction) ........... 56 

Tabel 4.11 Hasil Uji Validitas .......................................................................... 59 

Tabel 4.12 Hasil Uji Reliabilitas ...................................................................... 60 

Tabel 4.13 Hasil Uji Multikolonieritas ............................................................ 62 

 

Pengaruh Kualitas.., Angga Permana, Fakultas Teknik 2022



xiv 

 

DAFTAR GAMBAR 

                                                                                                                     Halaman 

Gambar 2.1 Konsep Kepuasan Pelanggan ....................................................... 14 

Gambar 3.1 Sketch Kuesioner.......................................................................... 28 

Gambar 3.2 Daerah Penerimaan dan Penolakan Ho (uji t) .............................. 37 

Gambar 3.3 Kerangka Penelitian ..................................................................... 40 

Gambar 4.1 Hasil Uji Normalitas One Sample Kolmogorov-Smirnov Test ..... 61 

Gambar 4.2 Hasil Uji Heteroskedastisitas Scatterplot ..................................... 62 

Gambar 4.3 Hasil Uji Analisis Regresi Berganda ............................................ 64 

Gambar 4.4 Kurva Uji t .................................................................................... 65 

Gambar 4.5 Uji Simultan (Hasil Analisis Regresi Secara Bersama-Sama) ..... 68 

Gambar 4.6 Hasil Uji Koefisien Determinasi .................................................. 69 

Gambar 4.7 Guna Meningkatkan Penjualan .................................................... 72 

 

Pengaruh Kualitas.., Angga Permana, Fakultas Teknik 2022




