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ABSTRAK 

 

Sukman Wijaya. 201810215205. Analisis PengaruhiKualitas Pelayanan 

TerhadapiKepuasan Konsumen PadaiDepot Air MinumiIsi Ulang Umar Galon. 

Penelitian ini tentang Depot Air Minum Isi Ulang Umar Galon yang 

mengalami penurunan jumlah konsumen dan penjualan pada bulan November 

2021 – April 2022. Hal ini berkaitan dengan pelayanan yang diberikan oleh Depot 

Air Minum Isi Ulang Umar Galon. Oleh sebab itu dilakukan penelitian yang 

bertujuan untuk mengetahui apakah kualitas pelayanan  berpengaruh terhadap 

kepuasan konsumen Depot Air Minum Isi Ulang Umar galon dan untuk 

mengetahuiiseberapa besaripengaruh kualitasipelayanan terhadapikepuasan 

konsumen. Metode yang dipergunakan adalah metodeikuantitatif yaituiuji 

validitasidanireliabilitas, ujiikecukupan data, uji asumsiiklasik, analisisiregresi 

linier sederhana, ujiihipotesis, iujiideterminasi sertaiuji korelasi. iHasilnya 

menunjukan bahwaiindikator indikatoripada penelitianiini bersifativalididan 

reliabel. Data dari masing variabel sudah mencukupi pada uji kecukupan data. 

Pada uji asumsi klasik data berdistribusi normal, tidak terjadi multikokolinieritas, 

tidak terjadi heterokedastisitas, dan terdapat hubungan yang linier. Pada uji 

hipotesis menunjukan bahwa kualitas pelayanan  memiliki pengaruh yang positif 

dan signifikan terhadap kepuasan konsumen dengan nilai signifikan 0,000<0,05. 

Hasil uji determinasi diperoleh R square sebesar 0,846 yang artinya bahwa 

variabel kualitas  pelayanan mempengaruhi variabel kepuasan konsumen sebesar 

84,6%. Sedangkan sisahnya 15,4% kepuasan komsumen dipengaruhi oleh 

variabel-variabel lainnya yang tidak diteliti dalam penelitian ini. 

 

 

Kata kunci : Pengaruh, Kualitas Pelayanan, Kepuasan Konsumen. 
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ABSTRACT 

 

Sukman Wijaya. 201810215205. Analysis of the Effect of Service Quality 

on Consumer Satisfaction at Umar Gallon Refill Drinking Water Depots. 

This research is about the Umar Gallon Refill Drinking Water Depot which 

experienced  a decrease in the number of consumers and sales in November 2021 

- April 2022. This is related to the services provided by the Umar Gallon Refill 

Drinking Water Depot. Therefore, a study was conducted that aims to determine 

whether the quality of service affects the satisfaction of consumers of Umar 

Gallon Refill Drinking Water Depot and to find out how much influence the 

quality of service has on consumer satisfaction. The method used is a quantitative 

method, namely validity and reliability testing, data adequacy test, classical 

assumption test, simple linear regression analysis, hypothesis testing, termination 

test and correlation test. The results show that the indicators in this study are 

valid and reliable. The data from each variable is sufficient in the data test. In the 

classical assumption test, the data is normally distributed, there is no 

multicolinearity, there is no heteroscedasticity, and there is a linear relationship. 

The hypothesis test shows that service quality has a positive and significant effect 

on customer satisfaction with a significant value of 0.000 <0.05. The results of the 

determination test obtained R square of 0.846, meaning that the service quality 

variable affects the customer satisfaction variable by 84.6%. While the remaining 

15.4% consumer satisfaction in the influence of other variables not examined in 

this study. 

 

 

Keywordsi: Influence, ServiceiQuality, ConsumeriSatisfaction. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



x 

DAFTAR ISI 

 

Halaman 

LEMBARiPERSETUJUAN ................................................................................. ii 

LEMBARiPENGESAHAN ................................................................................. iii 

LEMBARiPERNYATAN .................................................................................... iv 

ABSTRAKi ............................................................................................................. v 

ABSTRACTi ......................................................................................................... vi 

LEMBARiPEBLIKASI ...................................................................................... vii 

KATAiPENGANTAR ........................................................................................ viii 

DAFTARiISI ........................................................................................................... x 

DAFTARiTABEL .............................................................................................. xiv 

DAFTARiGAMBAR  ......................................................................................... xvi 

DAFTARiLAMPIRAN  .................................................................................... xvii 

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

1.1    LatariBelakang ................................................................................................ 1 

1.2    IdentifikasiiMasalah ........................................................................................ 6 

1.3    RumusaniMasalah ........................................................................................... 6 

1.4    BatasaniMasalah ............................................................................................. 6 

1.5    TujuaniPenelitian ............................................................................................ 7 

1.6    ManfaatiPenelitian .......................................................................................... 7 

1.7    Tempatidan WaktuiPenelitian ......................................................................... 7 

1.8    MetodeiPenelitian ........................................................................................... 8 

1.9    SistematikaiPenulisan ..................................................................................... 9 

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

Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



xi 

2.1    Pengertian Kepuasan konsumen ................................................................... 10 

2.1.1 Teknik Pengukuran Kepuasan Konsumen ........................................... 10 

2.1.2 Metode Pengukuran Kepuasan Konsumen .......................................... 11 

2.1.3 Komponen Kepuasan Konsumen ........................................................ 12 

2.2    Pengertian Kualitas Pelayanan ...................................................................... 13 

2.2.1 Pengertian Kualitas Pelayanan ............................................................ 13 

2.2.2 Dimensi Kualitas Pelayanan ................................................................ 13 

2.3    Pengertian Service Qualiy ............................................................................. 14 

2.4    Depot Air Minum Isi Ulang .......................................................................... 15 

2.5i   Penelitian Terdahulu ..................................................................................... 16 

2.6i   Kerangka Teoritis  ......................................................................................... 18 

2.7i   Hipotesis ....................................................................................................... 21 

BABiIII METODELOGIiPENELITIAN........................................................... 22 

3.1i   Jenis Penelitian .............................................................................................. 22 

3.2i   Waktu dan TempatiPenelitian ....................................................................... 22 

3.3i   Populasi daniSampel ..................................................................................... 22 

3.3.1iPopulasi ............................................................................................... 22 

3.3.2iSampel ................................................................................................. 22 

3.4i   MetodeiPengumpulaniData ........................................................................... 24 

3.4.1iData Primer .......................................................................................... 24 

3.4.2iData Sekunder ..................................................................................... 25 

3.5i   Teknik PengolahaniData ............................................................................... 25 

3.5.1iAnalisis kualitatif ................................................................................. 25 

3.5.2iAnalisis Kuantitatif .............................................................................. 25 

3.5.3 AnalisisiDeskriptif ............................................................................... 27 

Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



xii 

3.5.4iUji KualitasiData ................................................................................. 27 

3.5.5iUji KecukupaniData ............................................................................ 28 

3.5.6iUji Asumsi Klasik ............................................................................... 29 

3.5.7iUji Korelasi ......................................................................................... 31 

3.5.8 Analisis Regresi Sederhana ................................................................. 31 

3.5.9 Uji Hipotesis ........................................................................................ 32 

3.6    Operasional Variabel Penelitian .................................................................... 34 

3.7    KerangkaiBerpikir ......................................................................................... 37 

BABiIV ANALISISiDANiPEMBAHASAN ....................................................... 39 

4.1    Profil Perusahaan .......................................................................................... 39 

4.2    Analisis Karakteristik Responden ................................................................. 41 

4.2.1 Karakterristik Berdasarkan Jumlah Anggota Keluarga ....................... 41 

4.2.2 Karakterristik Berdasarkan Kebutuhan Galon Perminggu .................. 42 

4.2.3 Karakterristik Berdasarkan  Usia ......................................................... 42 

4.2.4 Karakterristik Berdasarkan Tingkat Pendidikan .................................. 43 

4.2.5 Karakterristik Berdasarkan Pendapatan Perbulan ............................... 44 

4.3    Analisis Deskriptif TanggapaniResponden ................................................... 45 

4.3.1iTanggapan RespondeniMengenai BuktiiFisik..................................... 46 

4.3.2iTanggapan RespondeniMengenai Kehandalan ................................... 47 

4.3.3iTanggapan Responden MengenaiiDaya Tanggap ............................... 49 

4.3.4iTanggapan RespondeniMengenai Jaminan ......................................... 50 

4.3.5iTanggapan RespondeniMengenai empati ............................................ 52 

4.3.6iTanggapan RespondeniMengenai Kepuasan ....................................... 54 

4.4    Uji KualitasiData ........................................................................................... 55 

4.4.1iUjiiValiditas ........................................................................................ 55 

Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



xiii 

4.4.2 Uji Reliabilitas ..................................................................................... 57 

4.5    Uji Kecukupan Data ...................................................................................... 58 

4.6    Uji Asumsi Klasik ......................................................................................... 58 

4.6.1 Uji Normalitas ..................................................................................... 58 

4.6.2iUji Multikolonieritas ........................................................................... 59 

4.6.3iUji Heterokedasitas ............................................................................. 60 

4.6.4iUji Linieritas ........................................................................................ 61 

4.7i   Analisis Regresi Linier Sederhana ................................................................ 62 

4.8    Pengujian Hipotesis ....................................................................................... 63 

4.8.1 Uji T ..................................................................................................... 63 

4.8.2 Uji F ..................................................................................................... 64 

4.9i   Koefisien Determinasi................................................................................... 65 

4.10i Uji Korelasi ................................................................................................... 65 

4.11  Pembahasan ................................................................................................... 66 

BAB V KESIMPULAN DAN SARAN ............................................................... 71 

5.1    Kesimpulan  .................................................................................................. 71 

5.2    Saran  ............................................................................................................. 71 

DAFTAR PUSTAKA  .......................................................................................... 73 

LAMPIRAN 

 
 

 

 

 

 

Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



xiv 

DAFTAR TABEL 

 

Halaman 

Tabel 1.1. Kuesioner Awal Tanggapan Responden ................................................. 3 

Tabel 1.2. Konsumen Depot Umar Galon 6 bulan terkahir  .................................... 4 

Tabel 1.3. Penjualan Air Galon 6 bulan terkahir  .................................................... 4 

Tabel 2.1. Penelitian Terdahulu ............................................................................. 16 

Tabel 3.1. Kategori Range Penilaian...................................................................... 27 

Tabeli3.2. PedomaniInterpretasi KoefisieniKorelasi ............................................. 31 

Tabel 3.3.iOperasional VariabeliPenelitian  .......................................................... 35 

Tabeli4.1. Deskripsi Pekerjaan .............................................................................. 40 

Tabeli4.2. Deskripsi Pembelian Konsumen Depot Umar Galon ........................... 40 

Tabel 4.3. Karakteristik berdasarkan Jumlah Anggota Keluarga  ......................... 41 

Tabel 4.4. Karakteristik berdasarkan Kebutahan Galon Perminggu  ..................... 42 

Tabeli4.5. Karakteristikiberdasarkan Usia  ............................................................ 43 

Tabeli4.6. Karakteristik berdasarkaniPendidikan .................................................. 44 

Tabeli4.7. Karakteristikiberdasarkan Pendapatan .................................................. 45 

Tabeli4.8. TanggapaniResponden mengenaiiBuktiiFisik ...................................... 46 

Tabeli4.9. TanggapaniResponden mengenaiiKehandalan ..................................... 48 

Tabeli4.10. TanggapaniResponden mengenaiiDayaiTanggap  .............................. 49 

Tabeli4.11. TanggapaniResponden mengenaiijaminan ......................................... 51 

Tabeli4.12. TanggapaniResponden mengenaiiempati ........................................... 52 

Tabeli4.13. TanggapaniResponden mengenaiiKepuasan  ..................................... 54 

Tabeli4.14. UjiiValiditas Kualitas Pelayanan ........................................................ 56 

Tabeli4.15. UjiiValiditas KepuasaniKonsumen ..................................................... 57 

Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



xv 

Tabeli4.16. UjiiReliabilitas .................................................................................... 57 

Tabeli4.17. UjiiKecukupan Data ........................................................................... 58 

Tabeli4.18. UjiiMultikolonieritas .......................................................................... 60 

Tabeli4.19.iUji Linieritas  ...................................................................................... 61 

Tabeli4.20. RegresiiLinieriSederhana  ................................................................... 63 

Tabeli4.21. Hasil Output UjiiT  ............................................................................. 63 

Tabeli4.22. Hasil Output UjiiF............................................................................... 64 

Tabeli4.23. Hasil OutputiDeterminasi  .................................................................. 65 

Tabel 4.24. Hasil Output Uji Korelasi  .................................................................. 66 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



xvi 

DAFTAR GAMBAR 

 

Halaman 

Gambar 2.1. Kerangka Konseptual ........................................................................ 20 

Gambar 3.1. Kerangka Berpikir Penelitian  ........................................................... 38 

Gambar 4.1. Hasil Output Uji Normalitas  ............................................................ 59 

Gambar 4.2. Hasil Output Heteroskedasitas  ......................................................... 60 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Analisis Pengaruh.., Sukman Wijaya, Fakultas Teknik, 2022



xvii 

DAFTAR LAMPIRAN 

 

Lampiran 1. Kuesioner Penelitian 

Lampiran 2.  Tabulasi Hasil Kuesioner 

Lampiran 3. Uji Validitas 

Lampiran 4. Uji Reliabilitas 

Lampiran  5. Uji Kecukupan Data 

Lampiran  6. Uji Asumsi Klasik 

Lampiran  7. Surat Keterangan Selesai Penelitian 

Lampiran 8. Plagiarisme 

Lampiran 9. Biodata Mahasiswa 

Lampiran 10. Lembar Asistensi Pembimbing 


	01-201810215205-cover
	02-201810215205-persetujuan
	03-201810215205-pengesahan
	04-201810215205-pernyataan plagiasi
	05-201810215205-abstrak
	06-201810215205-pernyataan publikasi
	07-201810215205-pengantar
	08-201810215205-daftar-isi
	09-201810215205-daftar-tabel
	10-201810215205-daftar-gambar
	11-201810215205-daftar-lampiran



