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MOTTO 

 

“Maka sesungguhnya bersama kesulitan itu ada kemudahan. Sesungguhnya 

bersama kesulitan itu ada kemudahan.” 

(Q.S Al-Insyirah: 5-6) 

 

Visi tanpa eksekusi adalah halunisasi. 
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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis apakah ada pengaruh harga, 

kualitas pelayanan dan kualitas produk terhadap kepuasan konsumen (studi pada 

Rocket Chicken di Desa Belik). Sampel penelitian ini adalah konsumen yang 

melakukan pembelian secara langsung di gerai Rocket Chicken di Desa Belik 

dengan menggunakan teknik purposive sampling dan data diperoleh dari 

responden dengan instrumen penelitian menggunakan kuesioner. Responden 

dalam penelitian ini adalah 110 responden. Metode penelitian yang digunakan 

dalam penelitian ini adalah analisis regresi linier berganda. Hasil uji analisis 

secara simultan menunjukan bahwa harga, kualitas pelayanan dan kualitas produk 

berpengaruh terhadap kepuasan konsumen. Sedangkan secara parsial harga 

berpengaruh positif dan signifikan terhadap kepuasan konsumen, kualitas 

pelayanan berpengaruh positif dan signifikan terhadap kepuasan konsumen, 

kualitas produk berpengaruh positif dan signifikan terhadap kepuasan konsumen. 

Kata kunci: harga, kualitas pelayanan, kualitas produk dan kepuasan konsumen 
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ABSTRACT 

The purpose of this research is to analyze the influence of price, 

service quality and product quality (study on Rocket Chicken in Belik Village). 

The sample of this study was consumers who make direct purchase at Rocket 

Chicken outlets in Belik Village using purposive sampling techniques and data 

obtained from respondents with research instument using questionnaiers. 

Respondents in this study were 110 rspondents. The research method used in this 

research is multiple regression analysis. The result show that price, service 

quality and product quality simultaneously affect consumer satisfaction. Then, 

partial analysis test result show that price had a positive and significant effect on 

consumer satisfaction, service quality had a positive and significant effect on 

consumer satisfaction, product quality had a positive and significant effect on 

consumer satisfaction. 

Keywords: price, service quality, product quality and consumer satisfaction 

 

 

 

 

 

 

 

 

 

 

mailto:arullhidayat07@gmail.com
mailto:feb.ump.th@gmail.com


 

xiv 
Pengaruh Harga, Kualitas…, Manarul Hidayat, Fakultas Ekonomi dan Bisnis UMP, 2022 

DAFTAR ISI 

 

HALAMAN JUDUL ................................................................................................ i 

MOTTO ................................................................................................................ vii 

PERSEMBAHAN ................................................................................................ viii 

KATA PENGANTAR ........................................................................................... ix 

ABSTRAK ............................................................................................................ xii 

ABSTRACT ......................................................................................................... xiii 

BAB I PENDAHULUAN ................................................................................... xvii 

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

B. Perumusan Masalah ..................................................................................... 7 

C. Batasan Penelitian ........................................................................................ 7 

D. Tujuan Penelitian ......................................................................................... 8 

E. Manfaat Penelitian ....................................................................................... 8 

1. Manfaat Teoritis ....................................................................................... 9 

2. Manfaat Praktis ......................................................................................... 9 

BAB II TINJAUAN PUSTAKA ........................................................................... 10 

A. Landasan Teori ........................................................................................... 10 

1. Manajemen Pemasaran ........................................................................... 10 

2. Kepuasan Konsumen .............................................................................. 11 

3. Harga ...................................................................................................... 14 

4. Kualitas Pelayanan ................................................................................. 19 

5. Kualitas Produk ...................................................................................... 21 

B. Hasil Penelitian Terdahulu ......................................................................... 23 

C. Kerangka Pemikiran ................................................................................... 31 

1. Hubungan antara Harga dengan Kepuasan Konsumen .......................... 31 

2. Hubungan antara Kualitas Pelayanan dengan Kepuasan Konsumen ..... 32 

3. Hubungan antara Kualitas Produk dengan Kepuasan Konsumen .......... 33 

 



 

xv 
Pengaruh Harga, Kualitas…, Manarul Hidayat, Fakultas Ekonomi dan Bisnis UMP, 2022 

D. Hipotesis ..................................................................................................... 34 

BAB III METODE PENELITIAN........................................................................ 35 

A. Jenis Penelitian ........................................................................................... 35 

B. Populasi dan Sampel .................................................................................. 35 

1. Populasi .................................................................................................. 35 

2. Sampel .................................................................................................... 36 

C. Sumber, Jenis dan Metode ......................................................................... 38 

1. Jenis dan sumber data ............................................................................. 38 

2. Teknik pengumpulan data ...................................................................... 38 

D. Variabel Penelitian ..................................................................................... 39 

1. Varaiabel Independen ............................................................................. 39 

2. Variabel Dependen ................................................................................. 39 

E. Definisi konseptual, definisi operasional dan indikator penelitian ............ 40 

F. Metode Analisis Data ................................................................................. 42 

1. Analisis Statistik Deskriptif .................................................................... 42 

2. Uji Instrumen .......................................................................................... 43 

G. Uji Asumsi Klasik ...................................................................................... 44 

1. Uji Normalitas ........................................................................................ 44 

2. Uji Multikolonieritas .............................................................................. 45 

3. Uji Heteroskedastisitas ........................................................................... 45 

H. Metode Analisis Data ................................................................................. 46 

1. Uji Regresi Linier Berganda ................................................................... 46 

2. Uji Koefisien Determinasi ...................................................................... 47 

3. Uji Hipotesis ........................................................................................... 48 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ...................................... 55 

A. Hasil Penelitian .......................................................................................... 55 

1. Gambaran Umum Rocket Chicken ......................................................... 55 

2. Response Rate ........................................................................................ 57 

3. Deskripsi Responden .............................................................................. 58 

4. Analisis Statistik Deskriptif .................................................................... 67 

 



 

xvi 
Pengaruh Harga, Kualitas…, Manarul Hidayat, Fakultas Ekonomi dan Bisnis UMP, 2022 

5. Uji Instrumen Data ................................................................................. 67 

6. Uji Asumsi Klasik .................................................................................. 72 

7. Analisis Regresi Linier Berganda ........................................................... 75 

8. Uji Kecocokan Model ............................................................................ 77 

9. Rekapitulasi Hasil Penelitian .................................................................. 82 

B. Pembahasan ................................................................................................ 82 

1. Pengaruh Harga, Kualitas Pelayanan dan Kualitas Produk terhadap 

Kepuasan Konsumen ..................................................................................... 83 

2. Pengaruh Harga terhadap Kepuasan Konsumen .................................... 85 

3. Pengaruh Kualitas Pelayanan terhadap Kepuasan Konsumen ............... 86 

4. Pengaruh Kualitas Produk terhadap Kepuasan Konsumen .................... 86 

BAB V PENUTUP ................................................................................................ 88 

A. Kesimpulan ................................................................................................ 88 

B. Saran ........................................................................................................... 89 

DAFTAR PUSTAKA ........................................................................................... 91 

LAMPIRAN-LAMPRAN ..................................................................................... 94 

 



 

xvii 
Pengaruh Harga, Kualitas…, Manarul Hidayat, Fakultas Ekonomi dan Bisnis UMP, 2022 

DAFTAR TABEL 

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

Tabel 3.1 Definisi Konseptual, Definisi Operasional dan Indikator ..................... 40 

Tabel 4.1 Response Rate ....................................................................................... 57 

Tabel 4.2 Usia Responden..................................................................................... 58 

Tabel 4.3 Pendapatan Responden ......................................................................... 59 

Tabel 4.4 Analisis Deskriptif Harga (X1) ............................................................. 61 

Tabel 4.5 Analisis Deskriptif Kualitas Pelayanan (X2) ........................................ 62 

Tabel 4.6 Analisis Deskriptif Kualitas Produk (X3) ............................................. 64 

Tabel 4.7 Analisis Deskriptif Kepuasan Konsumen (Y) ....................................... 66 

Tabel 4.8 Tabel Hasil Uji Validitas Harga (X1) ................................................... 68 

Tabel 4.9 Tabel Hasil Uji Validitas Kualitas Pelayanan (X2) .............................. 69 

Tabel 4.10 Tabel Hasil Uji Validitas Kualitas Pelayanan (X3) ............................ 70 

Tabel 4.11 Tabel Hasil Uji Validitas Kepuasan Konsumen (Y) ........................... 70 

Tabel 4.12 Hasil Uji Reliabilitas ........................................................................... 71 

Tabel 4.13 Hasil Uji Kolmogorov-Smirnov ......................................................... 72 

Tabel 4.14 Hasil Uji Multikolinieritas .................................................................. 74 

Tabel 4.15 Hasil Uji Heteroskedastisitas .............................................................. 75 

Tabel 4.16 Uji Regresi Linier Berganda ............................................................... 76 

Tabel 4.17 Uji Koefisien Determinasi .................................................................. 77 

Tabel 4.18 Uji F (Simultan) .................................................................................. 78 

Tabel 4.20 Rangkuman Hasil Penelitian ............................................................... 82 

Tabel 4.21 Rangkuman Hasil Penelitian ............................................................... 83 

 

 

 

 

 

 

 

 

 

 



 

xviii 
Pengaruh Harga, Kualitas…, Manarul Hidayat, Fakultas Ekonomi dan Bisnis UMP, 2022 

DAFTAR GAMBAR 

Gambar 2.1. Kerangka Penelitian ......................................................................... 33 

Gambar 3.1 Kurva Uji Hipotesis Pertama............................................................. 49 

Gambar 3.2 Kurva Uji Hipotesis Kedua ............................................................... 51 

Gambar 3.3 Kurva Uji Hipotesis Ketiga ............................................................... 53 

Gambar 3.4 Kurva Uji Hipotesis Keempat ........................................................... 54 

Gambar 4.1 Kurva Uji Hipotesis Pertama............................................................. 79 

Gambar 4.2 Kurva Uji Hipotesis Kedua ............................................................... 80 

Gambar 4.3 Kurva Uji Hipotesis Ketiga ............................................................... 81 

Gambar 4.4 Kurva Uji Hipotesis Keempat ........................................................... 82

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 




