
 

 

1 

 

 

DAFTAR PUSTAKA 

 

Aswad Syaiful, Realize, Ronald Wangdra. (2018). Pengaruh Harga 

dan Kualitas Pelayanan Terhadap Kepuasan Konsumen 

Pengguna Air Bersih Masyarakat Kampung Air Batam 

Center. JIM UPB vol 6 No.2  

Amstrong, Kotler, tjiptono. 2008. Prinsip-prinsip Pemasaran. Edisi 

12. Erlangga : Jakarta. 

Danang, Suntoyo. 2013. Metodologi Penelitian Akuntansi. 

Bandung : PT Refika Aditma Anggota Ikapi. 

Ghozali, Imam. 2013. Aplikasi Analisis Multivariate dengan 

Program SPSS. Edisi Ketujuh. Semarang : Badan Penerbit 

Universitas Diponegoro. 

Mudrajat Kuncoro. 2013. Metode Riset untuk Bisnis dan Ekonomi. 

Edisi 4. Jakarta : Erlangga. 

       . 2004. Metode Kuantitatif: Teori dan Aplikasi 

untuk Bisnis dan Ekonomi. Yogyakarta : UPP AMP YKPN 

Kotler,Philip. 2007. Manajemen Pemasaran. jilid 2. edisi 1. PT 

Indeks. 

Kotler,Philip. 2002. Dasar – dasar Pemasaran. Jilid 1. Ahli Bahasa 

Alexander Sindoro dan Benyamin Molan. Jakarta : 

Penerbit Prenhalindo. 

Priyatno, Duwi. 2013. Mandiri Belajar Analisa data dengan SPSS . 

Yogyakarta. Mediakom.  



2 

 

 

 

Qomariah, Nurul. 2012. Pengaruh Kualitas Layanan dan Citra 

Institusi terhadap Kepuasan Dan Loyalitas Pelanggan 

(studi pada Universitas Muhammadiyah di Jawa Timur). 

Rondonuwu Chisty, Michael Ch. Raintung. (2016). Analisa 

Pengaruh Kualitas Pelayanan, Produk dan Harga 

Terhadap Kepuasan dan Loyalitas Konsumen pada KFC 

di Atrium Mega Mall manado. 

Santoso Singgih. 2005. Menguasai statistik di Era Informasi dengan 

SPSS 12. Jakarta : PT.Alex Media Komputindo. 

Sugiyono. 2010. Metode Penelitian Kuantitatif, Kualitatif, dan 

R&D, Bandung, Alfabeta : Cetakan ke 10.  

Syarif Maulana. Ade. 2016. Pengaruh Kualitas Pelayanan dan 

Harga Terhadap Kepuaan Pelanggan PT.TOI. 

Tjiptono, Fandy. 2007. Pemasaran jasa. Banyumedia : Malang. 

 2014. Pemasaran Jasa.Prinsip-prinsip. Penerapan 

dan Penelitian. Andi Offset. Yogyakarta. 

Umar, Husein. 2003. Riset Pemasaran dan Perilaku Konsumen. 

Jakarta : Gramedia Pustaka Umum. 

 



Scanned by CamScanner



Scanned by CamScanner



 
 

1 
 

 

 

 

 
 



2 
 

 



 

Lampiran 2. Hasil Olah Data SPSS 

1. DOV Variabel Kualitas Pelayanan (X2) 

X1.1a 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 2 2,2 2,2 2,2 

N 13 14,4 14,4 16,7 

S 34 37,8 37,8 54,4 

SS 41 45,6 45,6 100,0 

Total 90 100,0 100,0  

 

X1.1b 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid N 14 15,6 15,6 15,6 

S 39 43,3 43,3 58,9 

SS 37 41,1 41,1 100,0 

Total 90 100,0 100,0  

 

 

 

 

 



X1.1c 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid N 15 16,7 16,7 16,7 

S 36 40,0 40,0 56,7 

SS 39 43,3 43,3 100,0 

Total 90 100,0 100,0  

 

X1.1d 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 4 4,4 4,4 4,4 

N 6 6,7 6,7 11,1 

S 30 33,3 33,3 44,4 

SS 50 55,6 55,6 100,0 

Total 90 100,0 100,0  

 

X1.2a 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid N 11 12,2 12,2 12,2 

S 44 48,9 48,9 61,1 

SS 35 38,9 38,9 100,0 

Total 90 100,0 100,0  



 

X1.2b 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 2 2,2 2,2 2,2 

N 15 16,7 16,7 18,9 

S 41 45,6 45,6 64,4 

SS 32 35,6 35,6 100,0 

Total 90 100,0 100,0  

 

X1.3a 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 2 2,2 2,2 2,2 

N 12 13,3 13,3 15,6 

S 39 43,3 43,3 58,9 

SS 37 41,1 41,1 100,0 

Total 90 100,0 100,0  

 

 

 

 

 



X1.3b 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid TS 2 2,2 2,2 2,2 

N 11 12,2 12,2 14,4 

 

S 
34 37,8 37,8 52,2 

SS 43 47,8 47,8 100,0 

Total 90 100,0 100,0  

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

2.  DOV Variabel Harga (X2) 

 

X2.1a 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 2 2,2 2,2 2,2 

N 6 6,7 6,7 8,9 

S 46 51,1 51,1 60,0 

SS 36 40,0 40,0 100,0 

Total 90 100,0 100,0  

 

X2.1b 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 1 1,1 1,1 1,1 

N 13 14,4 14,4 15,6 

S 40 44,4 44,4 60,0 

SS 36 40,0 40,0 100,0 

Total 90 100,0 100,0  

 

 

 

 



X2.2a 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 1 1,1 1,1 1,1 

N 8 8,9 8,9 10,0 

S 47 52,2 52,2 62,2 

SS 34 37,8 37,8 100,0 

Total 90 100,0 100,0  

 

X2.2b 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 1 1,1 1,1 1,1 

N 16 17,8 17,8 18,9 

S 44 48,9 48,9 67,8 

SS 29 32,2 32,2 100,0 

Total 90 100,0 100,0  

 

 

X2.2c 

 Frequency Percent Valid Percent 

Cumulat

ive 

Percent 

Valid TS 1 1,1 1,1 1,1 

N 17 18,9 18,9 20,0 



S 41 45,6 45,6 65,6 

SS 31 34,4 34,4 100,0 

Total 90 100,0 100,0  

 

X2.3a 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 1 1,1 1,1 1,1 

N 11 12,2 12,2 13,3 

S 60 66,7 66,7 80,0 

SS 18 20,0 20,0 100,0 

Total 90 100,0 100,0  

 

X2.3b 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 2 2,2 2,2 2,2 

N 13 14,4 14,4 16,7 

S 45 50,0 50,0 66,7 

SS 30 33,3 33,3 100,0 

Total 90 100,0 100,0  

 

 
 
 



 

3. DOV Varaibel Kepuasan Konsumen (Y) 

Y.1a 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 3 3,3 3,3 3,3 

N 10 11,1 11,1 14,4 

S 43 47,8 47,8 62,2 

SS 34 37,8 37,8 100,0 

Total 90 100,0 100,0  

 

Y.1b 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid N 12 13,3 13,3 13,3 

S 46 51,1 51,1 64,4 

SS 32 35,6 35,6 100,0 

Total 90 100,0 100,0  

 

 

 

 

 

 



Y.1c 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 2 2,2 2,2 2,2 

N 13 14,4 14,4 16,7 

S 43 47,8 47,8 64,4 

SS 32 35,6 35,6 100,0 

Total 90 100,0 100,0  

 

Y.2a 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 1 1,1 1,1 1,1 

N 6 6,7 6,7 7,8 

S 51 56,7 56,7 64,4 

SS 32 35,6 35,6 100,0 

Total 90 100,0 100,0  

 

 

 

 

 

 



 

Y.2b 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid N 11 12,2 12,2 12,2 

S 44 48,9 48,9 61,1 

SS 35 38,9 38,9 100,0 

Total 90 100,0 100,0  

 

Y.2c 

 Frequency Percent Valid Percent 

Cumulativ

e Percent 

Valid TS 2 2,2 2,2 2,2 

N 13 14,4 14,4 16,7 

S 45 50,0 50,0 66,7 

SS 30 33,3 33,3 100,0 

Total 90 100,0 100,0  

 

 

 

 

 

 

 



Y.3a 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid N 5 5,6 5,6 5,6 

S 45 50,0 50,0 55,6 

SS 40 44,4 44,4 100,0 

Total 90 100,0 100,0  

 

Y.3b 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 2 2,2 2,2 2,2 

N 11 12,2 12,2 14,4 

S 50 55,6 55,6 70,0 

SS 27 30,0 30,0 100,0 

Total 90 100,0 100,0  

 

 

 

 

 

 

 

 

 



 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 3 3,3 3,3 3,3 

N 11 12,2 12,2 15,6 

S 40 44,4 44,4 60,0 

SS 36 40,0 40,0 100,0 

Total 90 100,0 100,0  

 

Y.3d 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TS 4 4,4 4,4 4,4 

N 8 8,9 8,9 13,3 

S 50 55,6 55,6 68,9 

SS 28 31,1 31,1 100,0 

Total 90 100,0 100,0  

 

 
 

 

 

 

 

 

Y.3c 



4. Uji Validitas Variabel Kualitas pelayanan (X1) 

Correlations 
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**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

5.  Uji Validitas Variabel Harga (X2) 

Correlations 
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**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



6. Uji Validitas Variabel Kepuasan Konsumen (Y) 
 

Correlations 
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**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 
 
 
 
 
 
 
 
 

 



7. Uji Reliabilitas Variabel Kualitas Pelayanan (X1) 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,872 8 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



8. Uji Reliabilitas Variabel Harga (X2) 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,804 7 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



9. Uji Reliabilitas Variabel Kepuasan Konsumen (Y) 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,684 10 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



10. Uji Asumsi Klasik  
Uji Normalitas  

 

One-Sample Kolmogorov-Smirnov Test 

 

Unstandardize

d Residual 

N 90 

Normal Parametersa,b Mean ,0000000 

Std. Deviation 3,36211726 

Most Extreme Differences Absolute ,056 

Positive ,056 

Negative -,050 

Test Statistic ,056 

Asymp. Sig. (2-tailed) ,200c,d 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

d. This is a lower bound of the true significance. 

 



 
 
 

 
 
 
 
 



Uji Multikolinieritas 
 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standar

dized 

Coeffici

ents 

t Sig. 

Collinearity 

Statistics 

B 

Std. 

Error Beta 

Toler

ance VIF 

1 (Cons

tant) 
31,408 3,719  

8,44

5 
,000   

TOTA

L_X1 
-,040 ,087 -,048 -,463 ,644 ,905 

1,10

5 

TOTA

L_X2 
,414 ,113 ,383 

3,65

7 
,000 ,905 

1,10

5 

a. Dependent Variable: TOTAL_Y1 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Uji Autokorelasi 

Model Summaryb 

Mode

l R 

R 

Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

Durbin-

Watson 

1 ,371a ,137 ,118 3,40054 1,713 

a. Predictors: (Constant), TOTAL_X2, TOTAL_X1 

b. Dependent Variable: TOTAL_Y1 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Uji Heteroskedastisitas 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardiz

ed 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constan

t) 
3,540 2,270  1,560 ,122 

TOTAL_

X1 
,037 ,053 ,078 ,693 ,490 

TOTAL_

X2 
-,074 ,069 -,120 -1,070 ,288 

a. Dependent Variable: Abs_RES 

 

 

 



 
Uji Analisis Regresi Berganda 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant

) 
31,408 3,719  8,445 ,000 

TOTAL_

X1 
-,040 ,087 -,048 -,463 ,644 

TOTAL_

X2 
,414 ,113 ,383 3,657 ,000 

a. Dependent Variable: TOTAL_Y1 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



Uji Analisis Koefisien Korelasi (r) dan Koefisien 
Determinasi (R Squere) 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 ,371a ,137 ,118 3,40054 

a. Predictors: (Constant), TOTAL_X2, TOTAL_X1 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



11. Uji Hipotesis 
Uji –t parsial 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardiz

ed 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constan

t) 
31,408 3,719  8,445 ,000 

TOTAL_

X1 
-,040 ,087 -,048 -,463 ,644 

TOTAL_

X2 
,414 ,113 ,383 3,657 ,000 

a. Dependent Variable: TOTAL_Y1 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Uji F simultan  

 

ANOVAa 

Model 

Sum of 

Squares df 

Mean 

Square F Sig. 

1 Regressi

on 
160,359 2 80,179 6,934 

,002

b 

Residual 1006,041 87 11,564   

Total 1166,400 89    

a. Dependent Variable: TOTAL_Y1 

b. Predictors: (Constant), TOTAL_X2, TOTAL_X1 

 

 

 
 

 

 

 

 

 

 

 

 
 
 
 

 



BERITA ACARA BIMBINGAN SKRIPSI 

 

1. Nama    : Afdiatul Inayah 

2. NIM    : 151500208 

3. Program Studi   : Manajemen G 2015 

4. Tanggal Mengajukan Skripsi : 15 Oktober 2018 

5. Judul Skripsi   : Pengaruh Kualitas 

Pelayanan, dan Harga Terhadap Kepuasan Konsumen pada 

Restodan Cafe Dejavu Surabaya 

6. Dosen Pembimbing  : Dr. Untung Lasiyono, 

SE,Msi 

7. Konsultasi   : 

No. Tanggal Paraf 
Pembimbing 

Uraian/Kegiatan 

1. 15-10-2018  Revisi Mengajukan 
judul & jurnal 

2. 08-11-2018  Revisi Bab I 

3. 21-12-2018  ACC Bab I 

4. 21-12-2018  Revisi Bab II - III 

5. 07-01-2019  Revisi Bab II - III 

6. 15-01-2019  Bab I – III (siap 
sempro) 

7. 11-04-2019  ACC Bab I - III 

8. 11-04-2019  Revisi Bab IV - V  

9. 15-04-2019  ACC Bab IV – V 

10. 15-04-2019  Kelengkapan Skripsi 

 



8. Telah selesai menulis skripsi : 15 April 2019 

9. Telah diuji dengan nilai  : 

 

 

 

 

 

Surabaya, 15 April2019 

Dosen Pembimbing, 

 

 

 

Dr. Untung Lasiyono SE,Msi 

NIP/NPP : 91023331/DY 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

BERITA ACARA UJIAN SKRIPSI 

 

Skripsi ini diterima dan disetujui oleh Panitia Ujian Skripsi 

Sarjana Ekonomi Program Studi Manajemen Fakultas Ekonomi 

Universitas PGRI Adi Buana Surabaya: 

 

 

 

Pada Hari :....................... 

Tanggal :....................... 

Tahun  :....................... 

 

 

 

 

 

 

Penguji I     Penguji II 

 

 

 

 

 

 

 

 

 

 


