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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui apakah terdapat Pengaruh 

Pengalaman Pelanggan, Service Quality dan Harga Terhadap Kepuasan Pelanggan 

pada Rival Shoescleaning. Jenis penelitian ini menggunakan pendekatan 

kuantitatif. Teknik sampling yang digunakan adalah propability sampling dengan 

jumlah sample sebanyak 90 Responden. Teknik pengambilan data dilakukan 

dengan cara menyebarkan kuesioner. Responden dari penelitian ini adalah 

pengguna jasa di Rival Shoescleaning. Teknik analisis yang digunakan adalah 

analisis Regresi Linear Berganda, uji asumsi klasik, uji t, uji f, dan uji koefisien 

determinasi. Hasil penelitian ini menunjukkan bahwa variabel Pengalaman 

Pelanggan, Service Quality dan Harga secara simultan memiliki pengaruh positif 

dan signifikan terhadap Kepuasan Pelanggan sebesar 55,9%. 

 

Kata Kunci : Pengalaman Pelanggan, Service Quality, Harga, Kepuasan 

Pelanggan 
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ABSTRACT 

 

This study aims  to find out  if  there is  an Influence of customer 

experience, service quality and price on customer satisfaction at Rival 

Shoescleaning. This type of research is quantitative. The sampling technique used 

is probability sampling in which the number of samples is 90 respondents. Data 

collection techniques by distributing questionnaires. Respondents from this study 

were service users at Rival Shoescleaning. The analytical method used is the 

Multiple Linear Regression method. The results of this study indicate that the 

variables of Customer Experience, Service Quality and Price simultaneously have 

a positive and significant influence on Customer Satisfaction was 55,9%. 

 

Keywords: Customer Experience, Service Quality, Price, Customer Satisfaction 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Pengaruh Pengalaman.., Puji Handhoko, Fakultas Komunikasi, 2022



Scanned by TapScanner
Pengaruh Pengalaman.., Puji Handhoko, Fakultas Komunikasi, 2022



Scanned by TapScanner
Pengaruh Pengalaman.., Puji Handhoko, Fakultas Komunikasi, 2022



 

 

ix 
 

DAFTAR ISI 

Halaman 

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

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

LEMBAR PERNYATAAN ................................................................................... iv 

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

ABSTRACT .......................................................................................................... vii 

KATA PENGATAR ............................................................................................. vii 

DAFTAR ISI .......................................................................................................... ix 

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

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

DAFTAR LAMPIRAN ......................................................................................... xv 

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

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

1.2. Rumusan Masalah .................................................................................... 6 

1.3. Tujuan Penelitian ...................................................................................... 6 

1.4. Manfaat Penelitian .................................................................................... 6 

1.5. Batasan Masalah ....................................................................................... 7 

1.6. Sistematika Penulisan ............................................................................... 8 

BAB II TINJAUAN PUSTAKA ............................................................................. 9 

2.1 Kepuasan Pelanggan ................................................................................. 9 

2.1.1 Pengertian Kepuasan Pelanggan ....................................................... 9 

2.1.2 Faktor yang mempengaruhi Costumer Satisfaction ........................ 10 

2.1.3 Indikator Costumer Satisfaction ...................................................... 11 

Pengaruh Pengalaman.., Puji Handhoko, Fakultas Komunikasi, 2022



 

 

x 
 

2.2 Pengalaman Konsumen .......................................................................... 12 

2.2.1 Pengertian Pengalaman Konsumen ................................................. 12 

2.2.2 Faktor yang mempengaruhi Costumer Experience ......................... 12 

2.2.3 Indikator Pengalaman Pelanggan .................................................... 14 

2.3 Service Quality ....................................................................................... 15 

2.3.1 Pengertian Service Quality .............................................................. 15 

2.3.2 Faktor yang mempengaruhi Service Quality .................................. 16 

2.3.3 Indikator Service Quality ................................................................ 16 

2.4 Harga ...................................................................................................... 18 

2.4.1 Pengertian Harga ............................................................................. 18 

2.4.2 Tujuan Penetapan Harga ................................................................. 19 

2.4.3 Indikator Harga ............................................................................... 19 

2.5 Penelitian Terdahulu ............................................................................... 20 

2.6 Kerangka Penelitian ............................................................................... 22 

2.7 Hipotesa .................................................................................................. 23 

BAB III METODOLOGI PENELITIAN.............................................................. 24 

3.1 Desain Penelitian .................................................................................... 24  

3.2 Tahapan Penelitian ................................................................................. 25 

3.3 Model Konseptual .................................................................................. 26 

3.4 Operasional Penelitian ............................................................................ 26 

3.5 Waktu dan Tempat Penelitian ................................................................ 28 

3.5.1. Waktu Penelitian  ............................................................................ 28 

3.5.2. Tempat Penelitian............................................................................ 28 

Pengaruh Pengalaman.., Puji Handhoko, Fakultas Komunikasi, 2022



 

 

xi 
 

3.6 Metode Pengambilan Populasi dan Sample ........................................... 29 

3.6.1. Populasi ........................................................................................... 29 

3.6.2. Sampel ............................................................................................. 29 

3.7 Teknik Pengumpulan Data ..................................................................... 29 

3.8 Metode pengumpulan data ..................................................................... 30 

3.8.1 Uji validitas ..................................................................................... 30 

3.8.2 Uji Reliabilitas ................................................................................ 31 

3.8.3 Uji Asumsi Klasik ........................................................................... 31 

3.8.4 Uji Analisis Regresi Linear Berganda............................................. 32 

3.8.5 Uji Hipotesis ................................................................................... 33 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ...................................... 35 

4.1 Gambaran Umum Perusahaan ................................................................ 35 

4.1.1 Profile Perusahaan ........................................................................... 35 

4.1.2 Visi .................................................................................................. 35 

4.1.3 Misi ................................................................................................. 36 

4.1.4 Struktur Organiasi ........................................................................... 36 

4.2 Hasil Penelitian ....................................................................................... 37 

4.2.1 Penyebaran dan Pengumpulan Kuisioner ....................................... 37 

4.2.2 Identitas Responden ........................................................................ 37 

4.3 Uji Kualitas Data .................................................................................... 40 

4.3.1. Uji Validitas .................................................................................... 40 

4.3.2. Uji Reliabilitas ................................................................................ 44 

4.4 Uji Asumsi Klasik .................................................................................. 44 

Pengaruh Pengalaman.., Puji Handhoko, Fakultas Komunikasi, 2022



 

 

xii 
 

4.4.1 Uji Normalitas ................................................................................. 44 

4.4.2 Uji Multikolinieritas ........................................................................ 46 

4.4.3 Uji Heteroskedastisitas .................................................................... 48 

4.5 Analisis Regresi Linear Berganda .......................................................... 62 

4.6 Uji Hipotesis ........................................................................................... 50 

4.6.1 Uji F ................................................................................................ 50 

4.6.2 Uji T ................................................................................................ 51 

4.6.3 Uji Koefisien Determinasi (R2) ....................................................... 53 

4.6.4 Pembahasan Hasil Penelitian .......................................................... 53 

BAB V PENUTUP ................................................................................................ 56 

5.1 Kesimpulan ............................................................................................. 56 

5.2 Implikasi Manajerial ............................................................................... 57 

DAFTAR PUSTAKA ........................................................................................... 59 

 

 

 

 

  

Pengaruh Pengalaman.., Puji Handhoko, Fakultas Komunikasi, 2022



 

 

xiii 
 

DAFTAR TABEL 

 

Tabel 1. 1 Tabel data penjualan tahun 2019  .......................................................... 5 

Tabel 2. 1 Penelitian Terdahulu ............................................................................ 21 

Tabel 3. 1 Operasional Variable............................................................................ 27 

Tabel 3. 2 Skala Likert .......................................................................................... 30 

Tabel 4. 1 Penyebaran dan Penerimaan kuisioner ................................................ 37 

Tabel 4. 2 karakteristik responden berdasarkan jenis kelamin ............................. 38 

Tabel 4. 3 Karakteristik responden berdasarkan umur.......................................... 38 

Tabel 4. 4 Karateristik responden berdasarkan pekerjaan .................................... 39 

Tabel 4. 5 Karakteristik responden pengguna jasa di Rival Shoescleaning  ......... 40 

Tabel 4. 6 Uji Validitas Pengalaman Pelanggan (X1) .......................................... 41 

Tabel 4. 7 Variabel Service Quality (X2) ............................................................. 42 

Tabel 4. 8 Variabel Harga (X3)............................................................................. 42 

Tabel 4. 9 Variabel Kepuasan Pelanggan (Y) ....................................................... 43 

Tabel 4. 10 Uji Reliabilitas ................................................................................... 44 

Tabel 4. 11 Uji Normalitas .................................................................................... 45 

Tabel 4. 12 Uji Multikolinieritas ........................................................................... 47 

Tabel 4. 13 Analisis Regresi Linear Berganda ..................................................... 49 

Tabel 4. 14 Uji F (Uji Simultan) ........................................................................... 51 

Tabel 4. 15 Hasil Uji T (Uji Parsial) ..................................................................... 52 

Tabel 4. 16 Uji Koefisien Determinasi (R2) .......................................................... 53 

 

 

 

 

 

 

 

Pengaruh Pengalaman.., Puji Handhoko, Fakultas Komunikasi, 2022



 

 

xiv 
 

 

DAFTAR GAMBAR 

 

Gambar 2. 1 Kerangka Pemikiran ......................................................................... 22 

Gambar 3. 1 Model Konseptual ............................................................................ 27 

Gambar 4. 1 Struktur Rival Shoescleaning ........................................................... 36 

Gambar 4. 2 Uji Normalitas .................................................................................. 46 

Gambar 4. 3 Uji Heteroskedastisitas ..................................................................... 48 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Pengaruh Pengalaman.., Puji Handhoko, Fakultas Komunikasi, 2022



 

 

xv 
 

 

DAFTAR LAMPIRAN 

1. Uji Plagiarisme 

2. Uji Referensi 

3. Buku Bimbingan 

4. Kuesioner 

5. Tabulasi Data 

6. Hasil Output SPSS 

7. Tabel r  

8. Tabel f 

9. Tabel t 

10. Riwayat Hidup 

 

Pengaruh Pengalaman.., Puji Handhoko, Fakultas Komunikasi, 2022


	01-201710325226-Cover
	02-201710325226-Lembar Persetujuan Pembimbing
	03-201710325226-Lembar Pengesahan
	04-201710325226-Lembar Pernyataan
	05-201710325226-Abstrak
	06-201710325226-Abstract
	07-201710325226-Kata Pengantar
	08-201710325226-Daftar Isi
	09-201710325226-Daftar Tabel
	10-201710325226-Daftar Gambar
	11-201710325226-Daftar Lampiran



