
ix 

 

DAFTAR ISI 

 

Halaman Sampul Depan ......................................................................................i 

Halaman Sampul Dalam .....................................................................................ii 

Halaman Persetujuan ...........................................................................................iii 

Halaman Pengesahan Penguji .............................................................................iv  

Motto ...................................................................................................................v 

Halaman Persembahan ........................................................................................vi 

Kata Pengantar ....................................................................................................vii 

Daftar Isi..............................................................................................................ix 

Daftar Tabel ........................................................................................................xiii 

Daftar Gambar................................................................................................... xviii 

Daftar Lampiran ..................................................................................................xix 

Abstrak ................................................................................................................xx 

Abstract ...............................................................................................................xxi 

 

BAB I : PENDAHULUAN 

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

B. Identifikasi Masalah Dan Batasan Penelitian .....................................8 

1. Identifikasi Masalah .....................................................................8 

2. Batasan Masalah ...........................................................................8 

C. Rumusan Masalah ..............................................................................9 

D. Tujuan Penulisan ................................................................................10 

E. Kegunaan Penelitian ...........................................................................10 

1. Kegunaan Secara Teoritis .............................................................10 

2. Kegunaan Secara Praktis ..............................................................10 

F. Sistematika Skripsi .............................................................................11 

 

 

 



x 

 

BAB II: LANDASAN TEORI 

A. Manajemen Pemasaran .......................................................................13 

B. Strategi Harga .....................................................................................16 

C. Kualitas Produk ..................................................................................23 

D. Kualitas Pelayanan .............................................................................29 

E. Kepuasan Pelanggan ...........................................................................36 

F. Hubungan Antara Strategi Harga Terhadap Kepuasan Pelanggan .....42 

G. Hubungan Antara Kualitas Produk Terhadap Kepuasan Pelanggan ..

 ............................................................................................................42 

H. Hubungan Antara Kualitas Pelayanan Terhadap Kepuasan Pelanggan 

 ............................................................................................................43  

I. Penelitian Terdahulu ...........................................................................44 

J. Kerangka Konseptual .........................................................................49 

K. Hipotesis Penelitian  ...........................................................................54 

BAB III : METODE PENELITIAN 

A. Pendekatan Penelitian Dan Jenis Penelitian .......................................55 

1. Pendekatan Penelitian ...................................................................55 

2. Jenis Penelitian .............................................................................55 

B. Populasi, Sampling Dan Sampel Penelitian .......................................56 

1. Populasi ........................................................................................56 

Sampling .......................................................................................56 

2. Sampel Penelitian .........................................................................57 

C. Definisi Konsep Dan Operasional ......................................................59  

1. Variabel strategi harga ..................................................................59 

2. Variabel kualitas produk ...............................................................60 

3. Variabel kualitas pelayanan ..........................................................60 

4. Variabel kepuasan pelanggan .......................................................61 

D. Sumber Data, Variabel Dan Skala Pengukurannya ............................62 

1. Sumber Data .................................................................................62 

2. Variabel Penelitian .......................................................................62 



xi 

 

3. Skala Pengukuran .........................................................................63 

E. Teknik Pengumpulan Data Dan Instrumen Penelitian .......................64 

1. Teknik Pengumpulan Data ...........................................................64 

2. Instrumen Penelitian .....................................................................65 

F. Teknik Analisis Data ..........................................................................65 

1. Uji Keabsahan Data ......................................................................66 

a. Uji Validitas ............................................................................66 

b. Uji Reliabilitas ........................................................................66 

2. Uji Normalitas ..............................................................................67 

3. Uji Asumsi Klasik ........................................................................67 

a. Uji Multikolinieritas ...............................................................67 

b. Uji Heteroskesdasitas .............................................................68 

c. Uji Autokorelasi .....................................................................68 

4. Uji Regresi Linier Berganda .........................................................69 

5. Uji Koefisien Determinasi ............................................................70 

6. Uji Hipotesis .................................................................................70 

a. Uji T ........................................................................................71 

b. Uji F ........................................................................................71 

BAB IV : HASIL PENELITIAN 

A. Gambaran umum objek penelitian ......................................................72 

B. Karakteristik responden ......................................................................75 

C. Deskripsi hasil paparan penemuan data  ............................................81  

D. Analisis Data ......................................................................................121  

BAB V : PEMBAHASAN 

A. Pengaruh Strategi Harga Terhadap Kepuasan Pelanggan Berbelanja  

di Anugrah Mart Kediri ......................................................................139 

B. Pengaruh Kualitas Produk Terhadap Kepuasan Pelanggan  

Berbelanja di Anugrah Mart ...............................................................141 

C. Pengaruh Kualitas Pelayanan Terhadap Kepuasan  

Pelanggan Berbelanja di Anugrah Mart Kediri ..................................143 



xii 

 

D. Pengaruh Strategi Harga, Kualitas Produk Dan Kualitas Pelayanan 

Terhadap Kepuasan Pelanggan Berbelanja di Anugrah  

Mart Kediri .........................................................................................144 

BAB VI : PENUTUP 

A. Kesimpulan .........................................................................................147 

B. Saran ...................................................................................................148 

DAFTAR PUSTAKA 

LAMPIRAN – LAMPIRAN 

DAFTAR RIWAYAT HIDUP 

 


