
x 

DAFTAR ISI 

 

HALAMAN SAMPUL DEPAN ....................................................................... i 

HALAMAN SAMPUL DALAM ...................................................................... ii 

HALAMAN PERSETUJUAN ......................................................................... iii 

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

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

HALAMAN MOTTO ....................................................................................... vi 

HALAMAN PERSEMBAHAN ....................................................................... vii 

PRAKATA ......................................................................................................... viii 

DAFTAR ISI  ..................................................................................................... x 

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

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

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

ABSTRAK ......................................................................................................... xvi 

 

BAB I  PENDAHULUAN 

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

B. Identifikasi dan Pembatasan Masalah ......................................... 6 

C. Rumusan Masalah ....................................................................... 7 

D. Tujuan Penelitian ......................................................................... 7 

E. Hipotesis Penelitian ..................................................................... 7 

F. Kegunaan Penelitian .................................................................... 8 

G. Penegasan Istilah ......................................................................... 9 

H. Sistematika Pembahasan ............................................................. 10 

 

BAB II  LANDASAN TEORI 

A. Kajian Teoritis ............................................................................. 12 

1. Kualitas Pelayanan ................................................................ 12 

2. Dimensi Kualitas Pelayanan .................................................. 18 

3. Kepuasan Konsumen ............................................................. 22 



xi 

B. Hasil Penelitian Terdahulu .......................................................... 24 

 

BAB III  METODE PENELITIAN 

A. Rancangan Penelitian .................................................................. 27 

1. Pendekatan Penelitian ........................................................... 27 

2. Jenis Penelitian ..................................................................... 28 

B. Variabel Penelitian ...................................................................... 29 

C. Populasi, Sampling dan Sampel Penelitian ................................. 30 

D. Kisi-kisi Instrumen dan Instrumen Penelitian ............................. 33 

E. Data, Sumber Data dan Skala Pengukuran .................................. 34 

F. Teknik Pengumpulan Data .......................................................... 36 

G. Teknik Analisis Data ................................................................... 37 

1. Uji Validitas dan Reliabilitas Instrument ............................... 38 

2. Uji Asumsi Klasik ................................................................ 39 

3. Uji Regresi Linear Berganda ................................................ 40 

 

BAB IV  HASIL PENELITIAN  

A. Gambaran Umum Objek Penelitian............................................. 42 

B. Deskripsi Responden ................................................................... 42 

1. Jenis Kelamin  ...................................................................... 42 

2. Uji Validitas dan Reliabilitas Instrumen .............................. 43 

3. Uji Asumsi Klasik ................................................................ 46 

4. Uji Hipotesis ......................................................................... 50 

5. Uji T-test ............................................................................... 50 

6. Uji Keofisien Determinasi .................................................... 52 

 

BAB V  PEMBAHASAN 

A. Analisis Pengaruh Tingkat Pelayanan Konsumen Terhadap 

Kepuasan Konsumen di Hotel Muslim Kediri Tahun 2016 ........ 53 

 

 

 

 



xii 

BAB V PENUTUP 

A. Kesimpulan .................................................................................. 57 

B. Saran ............................................................................................ 58 

DAFTAR RUJUKAN 

LAMPIRAN-LAMPIRAN 

 

  




