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ABSTRAK 

 
 Penelitian ini bertujuan untuk mengetahui pengaruh 

Home Service Delivery dan Inovasi Produk terhadap Kepuasan 
Konsumen  Toko Kue Dhila Pastry and Cake Gresik. Populasi 
dalam penelitian ini adalah seluruh konsumen took kue Dhila 
Pastry and Cake Gresik dan sampel yang ditentukan adalah 15 x 
8 = 120 konsumen dengan menggunakan Rumus Ferdinand. 
Penelitian ini menggunakan pendekatan kuantitatif dengan 
menggunakan Teknik accidential sampling. Teknik penggumpulan 
data menggunakan Kuesioner dengan Skala Likert yang telah di 
uji validitas dan reliabilitasnya dan dianalisis menggunakan 
analisis regresi linier berganda. Hasil penelitian ini membuktikan 
bahwa Home Service Delivery berpengaruh signifikan dan positif 
terhadap Kepuasan Konsumen dengan 0,000 < 0,05, Inovasi 
Produk berpengaruh signifikan dan positif terhadap Kepuasan 
Konsumen dengan 0,000 < 0,05 dan Home Service Delivery dan 
Inovasi Produk berpengaruh secara simultan terhadap Kepuasan 
Konsumen dengan 0,000 < 0,05 pada took kue Dhilla Pastry And 
Cake Gresik. Sehingga diperoleh persamaan regresi yaitu Y=5,439 
+ 0,276X1 + 0,373X2. 

 

Kata kunci :home service delivery, inovasi produk, kepuasan konsumen 
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ABSTRACT 

 This study aims to determine the effect of Home Service 
Delivery and Product Innovation on the Satisfaction of Customers at 
the Dhila Pastry and Cake Gresik Cake Shop. The population in this 
study were all consumers of the Dhila Pastry and Cake Gresik cake shop 
and the sample determined was 15 x 8 = 120 consumers using the 
Ferdinand formula. This study uses a quantitative approach using the 
Accidential sampling technique. The technique of collecting data uses a 
questionnaire with a Likert scale that has been tested for validity and 
reliability and analyzed using multiple linear regression analysis. The 
results of this study prove that Home Service Delivery has a significant 
and positive effect on Consumer Satisfaction with 0,000 <0,05, Product 
Innovation has a significant and positive effect on Consumer 
Satisfaction with 0,000 <0,05 and Home Service Delivery and Product 
Innovation have a simultaneous effect on Consumer Satisfaction with 
0,000 <0,05 at the cake shop Dhilla Pastry And Cake Gresik. So that the 
regression equation obtained is Y = 5.439 + 0.276X1 + 0.373X2. 

 

Keywords: home service delivery, product innovation, customer 
satisfaction 

 

 

 

 

 

 

 



ix 

 

DAFTAR ISI 

Halaman 

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

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

HALAMAN BERITA ACARA UJIAN SKRIPSI ..................... iii 

HALAMAN PENGESAHAN ....................................................... iv 

HALAMAN PERNYATAAN KEASLIAN ................................ v 

KATA PENGANTAR ................................................................... vi 
ABSTRAK .................................................................................... viii 

DAFTAR ISI .................................................................................... x 
DAFTAR TABEL ......................................................................... xiv 

DAFTAR GAMBAR..................................................................... xv 
DAFTAR LAMPIRAN ................................................................ xvi 
 
BAB I PENDAHULUAN ............................................................... 1 

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

1.2. Rumusan Masalah..................................................................... 9 

1.3. Tujuan Penelitian ...................................................................... 9 

1.4. Manfaat Penelitian .................................................................. 10 
 

BAB II TELAAH PUSTAKA ....................................................... 13 
2.1. Penelitian Terdahulu .............................................................. 13 

2.2.Landasan Teori ......................................................................... 14 

2.2.1. Manajemen Pemasaran .................................................. 14 

2.2.2. Perilaku Konsumen ........................................................ 16 

2.2.3. Home Service Delivery ...................................................... 17 

2.2.3.1. Definisi Home Service Delivery .................................... 17 

          2.2.3.2. Indikator Home Service Delivery ........................ 18 

2.2.4. Inovasi Produk ................................................................ 20 

                2.2.4.1. Definisi Inovasi Produk .................................... 20 

          2.2.4.2. Indikator Inovasi Produk.................................. 21 

2.2.5. Kepuasan Konsumen ..................................................... 23 



x 

 

          2.2.5.1. Definisi Kepuasan Konsumen .......................... 23 

          2.2.5.2. Indikator Kepuasan Konsumen ....................... 24 

          2.2.5.3. Pengukuran Kepuasan Konsumen .................. 24 

2.3.Kerangka Konseptual .............................................................. 26 

2.4. Hipotesis ................................................................................... 26 
 

BAB III METODE PENELITIAN ............................................... 29 
3.1. Rancangan Penelitian  ............................................................ 29 

3.2. Populasi,Sampel dan Teknik Pengambilan Sampel ........... 31 

3.2.1. Populasi ................................................................................. 31 

3.2.2. Sampel.................................................................................... 32 

3.2.3. Teknik Pengambilan Sampel .............................................. 32 

3.3. Jenis dan Sumber Data ........................................................... 33 

3.4. Teknik Pengumpulan Data .................................................... 34 

3.5. Variabel Penelitian dan Definisi Operasioal Variabel ........ 36 

   3.5.1. Variabel Penelitian ............................................................ 36 

       3.5.2. Definisi Operasional Variabel...................................... 37 

3.6. Teknik Analisis Data ............................................................... 41 

3.6.1. Pengujian Instrumen Penelitian ......................................... 42 

3.6.2. Pengujian Asumsi Klasik .................................................... 44 

3.6.3.Pengujian Hipotesis .............................................................. 46 

 
BAB IVHASIL PENELITIAN DAN PEMBAHASAN ............ 49 

4.1.Gambaran Umum Perusahaan ............................................... 49 

4.1.1.Sejarah Perusahaan ............................................................... 49 

4.1.2. Visidan Misi Perusahaan ..................................................... 50 

  4.1.3.  Lokasi Perusahaan ....................................................... 50 

4.1.4.  Struktur Organisasi Perusahaan ............................... 50 

4.2.  Deskripsi Hasil Penelitian ..................................................... 52 

4.3.1.  Karakteristik Responden ........................................... 52 

4.3.2.  Distribusi Frekuensi Penelitian ................................. 54 

4.3.  Analisis Data Penelitian ........................................................ 57 



xi 

 

4.3.1.  Persiapan Analisis Data ............................................. 57 

4.3.2.  Uji Instrumen Penelitian ............................................ 62 

4.3.3.  Uji Asumsi Klasik ....................................................... 64 

4.4.  Uji Hipotesis............................................................................ 69 

4.4.1.  Analisis Koefisien Determinasi ................................. 72 

4.4.2.  Analisis Regresi Linier Berganda.............................. 73 

4.5.  Pembahasan Penelitian .......................................................... 75 

4.5.1.  Pengaruh Home Service Delivery 

Terhadap Kepuasan Konsumen Toko 

Kue Dhila Pastry and Cake ....................................... 75 

4.5.2.  Pengaruh Inovasi Produk Terhadap 

Kepuasan Konsumen Toko Kue Dhila 

Pastry and Cake .......................................................... 75 

 
BAB V SIMPULAN DAN SARAN ............................................ 77 

5.1.  Simpulan.................................................................................. 77 

5.2.  Saran......................................................................................... 78 
 

DAFTAR PUSTAKA .................................................................... 79 

 

 

 

 

 

 

 

 

 

 

 

 

 



xii 

 

DAFTAR TABEL 

     

Tabel                                                                                         Halaman 

2.1 Penelitian Terdahulu dengan Penelitian 

Yang Akan Dilakukan ................................................... 13 

3.1 Pengukuran Skala Likert ............................................... 35 

3.2 Kategori dan Pengukuran Angket Kuesioner ............ 35 

4.1 Karakteristik Responden Berdasarkan 

Umur ................................................................................ 52 

4.2 Karakteristik Responden Berdasarkan 

Jenis Kelamin .................................................................. 52 

4.3 Karakteristik Responden Berdasarkan  

pendapatan ..................................................................... 53 

4.4 Karakteristik Responden Berdasarkan Profesi........... 53 

4.5 Distribusi  Home Service Delivery .............................. 54 

4.6 Distribusi  Inovasi Produk ............................................ 55 

4.7 Distribusi Kepuasan Konsumen .................................. 56 

4.8 Persiapan Analisis Data................................................. 57 

4.9 Uji Validitas..................................................................... 62 

4.10 Uji Reliabilitas ................................................................. 64 

4.11 Uji Normalitas ................................................................ 65 

4.12 Uji Multikolinieritas ....................................................... 66 

4.13 Hasil Pengujian Durbin Waston Regresi 

Linier Sederhana ............................................................ 67 

4.14 Hasil Pengujian Glejser Regresi Linier 

Sederhana ........................................................................ 68 

4.15 Uji  t Parsial ..................................................................... 71 

4.16 Uji f Simultan .................................................................. 72 

4.17 Analisis Regresi Linier ................................................... 74 

 

 



xiii 

 

 

DAFTAR GAMBAR 

     

 Gambar                                                                                    Halaman 

2.1 Kerangka Konseptual .................................................... 26 

3.1 Rancangan Penelitian .................................................... 31 

4.1 Struktur Toko Kue Dhila Pastry and Cake  ................ 51 

4.2 Uji Normalitas ................................................................ 65 

4.3 Scatterplot........................................................................ 69 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xiv 

 

 

DAFTAR LAMPIRAN 

 

Lampiran 1 : Surat Keterangan Penelitian 

Lampiran 2 : Surat Balasan Penelitian 

Lampiran 3 : Daftar Hadir Seminar Proposal 

Lampiran 4 : Kuesioner dan Angket 

Lampiran 5 : Berita Acara Bimbingan Skripsi 

Lampiran 6 : Lembar Persetujuan 

Lampiran 7 : Tabulasi 

Lampiran 8 : Hasil olah data SPSS 

Lampiran 9 : Berita Acara Revisi Skripsi 

 


