
  ix 

DAFTAR ISI 

ABSTRAK .............................................................. Error! Bookmark not defined. 

ABSTRACT............................................................. Error! Bookmark not defined. 

LEMBAR PERSETUJUAN .................................. Error! Bookmark not defined. 

PERNYATAAN BEBAS PLAGIAT ..................... Error! Bookmark not defined. 

PERSETUJUAN PEMBIMBING ......................... Error! Bookmark not defined. 

LEMBAR MOTO DAN PERSEMBAHAN .......... Error! Bookmark not defined. 

KATA PENGANTAR ............................................ Error! Bookmark not defined. 

DAFTAR ISI ..................................................................................................... ix 

DAFTAR GAMBAR ........................................................................................ xii 

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

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

BAB I PENDAHULUAN ....................................... Error! Bookmark not defined. 

A. Latar Belakang Masalah ............................................ Error! Bookmark not defined. 

B. Rumusan Masalah .................................................... Error! Bookmark not defined. 

C. Tujuan Penelitian ...................................................... Error! Bookmark not defined. 

D. Manfaat Penelitian ................................................... Error! Bookmark not defined. 

E. Kebaruan Penelitian ................................................. Error! Bookmark not defined. 

BAB II KAJIAN PUSTAKA ................................. Error! Bookmark not defined. 

A. Latar Belakang Teori ................................................. Error! Bookmark not defined. 

1. Loyalitas Pelanggan (Y) ................................................... Error! Bookmark not defined. 

2. Kualitas Pelayanan (X1) ................................................... Error! Bookmark not defined. 

3. Kepuasan Pelanggan (X2) ................................................ Error! Bookmark not defined. 

B. Kerangka Teori dan Hipotesis ................................... Error! Bookmark not defined. 

1. Kualitas Pelayanan (X1) dan Loyalitas Pelanggan (Y) ........ Error! Bookmark not defined. 

2. Kepuasan Pelanggan (X2) dan Loyalitas Pelanggan (Y) ..... Error! Bookmark not defined. 



  x 

3. Hipotesis ........................................................................ Error! Bookmark not defined. 

BAB III METODOLOGI PENELITIAN ............. Error! Bookmark not defined. 

A. Waktu dan Tempat Penelitian .................................. Error! Bookmark not defined. 

1. Waktu Penelitian ............................................................ Error! Bookmark not defined. 

2. Tempat Penelitian .......................................................... Error! Bookmark not defined. 

B. Pendekatan Penelitian.............................................. Error! Bookmark not defined. 

C. Populasi dan Sampel ................................................ Error! Bookmark not defined. 

1. Populasi.......................................................................... Error! Bookmark not defined. 

2. Sampel ........................................................................... Error! Bookmark not defined. 

D. Penyusunan Instrumen ............................................. Error! Bookmark not defined. 

1. Loyalitas Pelanggan (Y) ................................................... Error! Bookmark not defined. 

a. Definisi Konseptual .................................................... Error! Bookmark not defined. 

b. Definisi Operasional ................................................... Error! Bookmark not defined. 

c. Kisi-kisi Instrumen ...................................................... Error! Bookmark not defined. 

d. Validasi Instrumen ..................................................... Error! Bookmark not defined. 

2. Kualitas Pelayanan (X1) ................................................... Error! Bookmark not defined. 

a. Definisi Konseptual .................................................... Error! Bookmark not defined. 

b. Definisi Operasional ................................................... Error! Bookmark not defined. 

c. Kisi-kisi Instrumen ...................................................... Error! Bookmark not defined. 

d. Validasi Instrumen ..................................................... Error! Bookmark not defined. 

3. Kepuasan Pelanggan (X2) ................................................ Error! Bookmark not defined. 

a. Definisi Konseptual .................................................... Error! Bookmark not defined. 

b. Definisi Operasional ................................................... Error! Bookmark not defined. 

c. Kisi-kisi Instrumen ...................................................... Error! Bookmark not defined. 

d. Validasi Instrumen ..................................................... Error! Bookmark not defined. 

E. Teknik Pengumpulan Data ........................................ Error! Bookmark not defined. 

F. Teknik Analisis Data.................................................. Error! Bookmark not defined. 

1. Uji Persyaratan Analisis ................................................... Error! Bookmark not defined. 

a. Uji Normalitas ............................................................ Error! Bookmark not defined. 

b. Uji Linieritas ............................................................... Error! Bookmark not defined. 

2. Mencari Persamaan Regresi Linier Berganda ................... Error! Bookmark not defined. 

3. Uji Hipotesis ................................................................... Error! Bookmark not defined. 

Uji Signifikansi Parsial (Uji t) ............................................ Error! Bookmark not defined. 

4. Uji Koefisien ................................................................... Error! Bookmark not defined. 

a. Koefisien Korelasi ....................................................... Error! Bookmark not defined. 

b. Koefisien Determinasi ................................................ Error! Bookmark not defined. 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ..... Error! Bookmark not 

defined. 

A. Deskriptif Data.......................................................... Error! Bookmark not defined. 

1. Profil Responden ............................................................ Error! Bookmark not defined. 



  xi 

2. Profil Data ...................................................................... Error! Bookmark not defined. 

1. Loyalitas Pelanggan/Customer Loyalty (Y) ................... Error! Bookmark not defined. 

2. Kualitas Pelayanan/Service Quality (X) ........................ Error! Bookmark not defined. 

3. Kepuasan Pelanggan/Qustomer Satisfaction (X2)........ Error! Bookmark not defined. 

B. Analisis Data ............................................................. Error! Bookmark not defined. 

1. Uji Persyaratan Analisis.................................................. Error! Bookmark not defined. 

a. Normalitas ................................................................ Error! Bookmark not defined. 

b. Linieritas ................................................................... Error! Bookmark not defined. 

2. Menentukan Persamaan Regresi Linier Berganda .......... Error! Bookmark not defined. 

3. Pengujian Hipotesis Penelitian ........................................ Error! Bookmark not defined. 

Uji Signifikansi Parsial (Uji t) ............................................ Error! Bookmark not defined. 

4. Uji Koefisien ................................................................... Error! Bookmark not defined. 

a. Koefisien Korelasi ...................................................... Error! Bookmark not defined. 

b. Koefisien Determinasi ............................................... Error! Bookmark not defined. 

C. Pembahasan ............................................................. Error! Bookmark not defined. 

1. Pengaruh Kualitas Pelayanan (X1) terhadap Loyalitas Pelanggan (Y).. Error! Bookmark 

not defined. 

2. Pengaruh Kepuasan Pelanggan (X2) terhadap Loyalitas Pelanggan (Y)Error! Bookmark 

not defined. 

BAB V KESIMPULAN, IMPLIKASI, SARAN.... Error! Bookmark not defined. 

A. Kesimpulan ............................................................... Error! Bookmark not defined. 

B. Implikasi ................................................................... Error! Bookmark not defined. 

C. Saran ........................................................................ Error! Bookmark not defined. 

DAFTAR PUSTAKA ............................................. Error! Bookmark not defined. 

LAMPIRAN ........................................................... Error! Bookmark not defined. 

DAFTAR RIWAYAT HIDUP ............................... Error! Bookmark not defined. 

 

  



  xii 

DAFTAR GAMBAR 

Gambar I. 1 Pengalaman pelanggan di Hokben .... Error! Bookmark not defined. 

Gambar I. 2 Pengaruh Kepuasan Pelanggan dan Loyalitas Pelanggan atas 

pengalaman yang dirasakan.................................. Error! Bookmark not defined. 

Gambar II. 1 Proses Keuntungan Kualitas PelayananError! Bookmark not 

defined. 

Gambar II. 2 Konsep Kepuasan Pelanggan ........... Error! Bookmark not defined. 

Gambar II. 3 Konsep Penelitian ........................... Error! Bookmark not defined. 

Gambar IV. 1 Grafik Usia Responden .................. Error! Bookmark not defined. 

Gambar IV. 2 Grafik Jenis Kelamin Responden ... Error! Bookmark not defined. 

Gambar IV. 3 Grafik Fakultas Responden ............ Error! Bookmark not defined. 

Gambar IV. 4 Grafik Histogram Loyalitas Pelanggan (Y)Error! Bookmark not 

defined. 

Gambar IV. 5 Grafik Histogram Kualitas Pelayanan (X1)Error! Bookmark not 

defined. 

Gambar IV. 6 Grafik Histogram Kepuasan Pelanggan (X2)Error! Bookmark not 

defined. 

Gambar IV. 7 Hasil Uji Normal Probability Plot .. Error! Bookmark not defined. 

Gambar IV. 8 Persamaan Regresi Linier BergandaError! Bookmark not 

defined. 

 

 

   

file:///C:/Users/Zahro/Desktop/BAB%20I,%20II,%20III%20Zahro%20Fiqia%20Rizki%20(Autosaved)%20revisi%20dikit-dikit.docx%23_Toc47637298


  xiii 

DAFTAR TABEL 

Tabel II.1 Hipotesis Penelitian ............................. Error! Bookmark not defined. 

Tabel III. 1 Kisi-kisi Instrumen Loyalitas PelangganError! Bookmark not defined. 

Tabel III. 2 Skala Instrumen Penilaian Kualitas PelayananError! Bookmark not defined. 

Tabel III. 3 Kisi-kisi Instrumen Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Tabel III. 4 Skala Instrumen Penilaian Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Tabel III. 5 Kisi-kisi Instrumen Kepuasan Pelanggan (X2)Error! Bookmark not defined. 

Tabel III. 6 Skala Instrumen Penilaian Kepuasan Pelanggan (X2)Error! Bookmark not defined. 

Tabel III. 7 Tingkat Korelasi ................................ Error! Bookmark not defined. 

Tabel IV. 1 Profil Usia Responden ....................... Error! Bookmark not defined. 

Tabel IV. 2 Profil Jenis Kelamin Responden ........ Error! Bookmark not defined. 

Tabel IV. 3 Profil Fakultas Responden ................. Error! Bookmark not defined. 

Tabel IV. 4 Deskriptif Data Loyalitas Pelanggan (Y)Error! Bookmark not defined. 

Tabel IV. 5 Distribusi Frekuensi Loyalitas Pelanggan (Y)Error! Bookmark not defined. 

Tabel IV. 6 Rata-rata Hitung Skor Indikator Loyalitas Pelanggan (Y)Error! Bookmark not defined. 

Tabel IV. 7 Diskriptif Data Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Tabel IV. 8 Tabel Distribusi Rata-rata Perhitungan Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Tabel IV. 9 Tabel Distribusi Rata-rata Perhitungan Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Tabel IV. 10 Desktiptif Data Kepuasan Pelanggan (X2)Error! Bookmark not defined. 

Tabel IV. 11 Distribusi Frekuensi Kepuasan Pelanggan (X2)Error! Bookmark not defined. 

Tabel IV. 12 Tabel Distribusi Rata-rata Perhitungan Kepuasan Pelanggan (X2)Error! Bookmark not defined. 

Tabel IV. 13 Uji Normalitas Data One-Sample Kolmogorov-Smirnov TestError! Bookmark not defined. 

Tabel IV. 14 Uji Linieritas Kualitas Pelayanan (X1) terhadap Loyalitas 

Pelanggan (Y) ...................................................... Error! Bookmark not defined. 

Tabel IV. 15 Uji Linieritas Kepuasan Pelanggan (X2) terhadap Loyalitas 

Pelanggan (Y) ...................................................... Error! Bookmark not defined. 

Tabel IV. 16 Uji Persamaan Regresi Linier BergandaError! Bookmark not defined. 

Tabel IV. 17 Uji Signifikansi Parsial (Uji t) ......... Error! Bookmark not defined. 



  xiv 

Tabel IV. 18 Korelasi Pearson Kualitas Pelayanan (X1), Kepuasan Pelanggan 

(X2), dan Loyalitas Pelanggan (Y) ....................... Error! Bookmark not defined. 

Tabel IV. 19 Koefisien Determinasi Secara KeseluruhanError! Bookmark not defined. 

Tabel IV. 20 Uji Koefisien Determinasi Kualitas Pelayanan (X1) terhadap 

Loyalitas Pelanggan (Y) ....................................... Error! Bookmark not defined. 

Tabel IV. 21 Uji Koefisien Determinasi Kepuasan Pelanggan (X2) terhadap 

Loyalitas Pelanggan (Y) ....................................... Error! Bookmark not defined. 

 

  



  xv 

DAFTAR LAMPIRAN 

Lampiran 1 Format Pengesahan Skripsi ............... Error! Bookmark not defined. 

Lampiran 2 Kartu Perbaikan Penguji 1 ................. Error! Bookmark not defined. 

Lampiran 3 Kartu Konsultasi Pembimbing ........... Error! Bookmark not defined. 

Lampiran 4 Kartu Perbaikan Penguji 2 ................. Error! Bookmark not defined. 

Lampiran 5 Kartu Perbaikan Penguji 3 ................. Error! Bookmark not defined. 

Lampiran 6 Uji Turnitin ....................................... Error! Bookmark not defined. 

Lampiran 7 Kuesioner Uji Coba Penelitian .......... Error! Bookmark not defined. 

Lampiran 8 Daftar Responden Uji Coba Instrumen/ValiditasError! Bookmark not defined. 

Lampiran 9 Uji Validitas Data Uji Coba Instrument Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Lampiran 10 Perhitungan Analisis Butir Variabel Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Lampiran 11 Data Perhitungan Validitas Variabel Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Lampiran 12 Perhitungan Analisis Butir Variabel Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Lampiran 13 Uji Validitas Data Uji Coba Instrument Kepuasan Pelanggan 

(X2) ..................................................................... Error! Bookmark not defined. 

Lampiran 14 Perhitungan Analisis Butir Variabel Kepuasan Pelanggan (X2)Error! Bookmark not defined. 

Lampiran 15 Data Perhitungan Validitas Variabel Kepuasan Pelanggan (X2)Error! Bookmark not defined. 

Lampiran 16 Perhitungan Analisis Butir Variabel Kepuasan Pelanggan (X2)Error! Bookmark not defined. 

Lampiran 17 Uji Validitas Data Uji Coba Instrument Loyalitas Pelanggan (Y)Error! Bookmark not defined. 

Lampiran 18 Perhitungan Analisis Butir Variabel Loyalitas Pelanggan (Y)Error! Bookmark not defined. 

Lampiran 19 Data Perhitungan Validitas Variabel Loyalitas Pelanggan (Y)Error! Bookmark not defined. 

Lampiran 20 Perhitungan Analisis Butir Variabel Loyalitas Pelanggan (Y)Error! Bookmark not defined. 

Lampiran 21 Kuesioner Final ............................... Error! Bookmark not defined. 

Lampiran 22 Data Profil Resonden ...................... Error! Bookmark not defined. 

Lampiran 23 Tabulasi Data Uji Final Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Lampiran 24 Tabulasi Data Uji Final Kepuasan Pelanggan (X2)Error! Bookmark not defined. 

Lampiran 25 Tabulasi Data Uji Final Loyalitas Pelanggan (Y)Error! Bookmark not defined. 

Lampiran 26 Data Mentah Kualitas Pelayanan (X1), Kepuasan Pelanggan 

(X2), dan Loyalitas Pelanggan (Y). ...................... Error! Bookmark not defined. 

file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797010
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797016
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797019
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797021
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797023
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797025
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797027
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797029
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797030
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797035
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797035


  xvi 

Lampiran 27 Deskripsi Data Loyalitas Pelanggan (Y)Error! Bookmark not defined. 

Lampiran 28 Deskripsi Data Kepuasan Pelanggan (X2)Error! Bookmark not defined. 

Lampiran 29 Deskripsi Data Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Lampiran 30 Hasil Output SPSS Uji Normalitas .. Error! Bookmark not defined. 

Lampiran 31 Hasil Output SPSS Uji Linearitas .... Error! Bookmark not defined. 

Lampiran 32 Menentukan Persamaan Analisis Jalur (Path Analysis) Pengaruh 

Langsung Secara Individu .................................... Error! Bookmark not defined. 

Lampiran 33 Koefisien Korelasi........................... Error! Bookmark not defined. 

Lampiran 34 Tabel Distribusi Rata-rata Perhitungan Loyalitas Pelanggan (Y)Error! Bookmark not defined. 

Lampiran 35 Tabel Distribusi Rata-rata Perhitungan Kualitas Pelayanan (X1)Error! Bookmark not defined. 

Lampiran 36 Tabel Distribusi Rata-rata Perhitungan Kepuasan Pelanggan 

(X2) ..................................................................... Error! Bookmark not defined. 

Lampiran 37 Data Responden Survei Awal .......... Error! Bookmark not defined. 

Lampiran 38 Tabel Nilai-nilai r Product Moment dari PearsonError! Bookmark not defined. 

Lampiran 39 Tabel Nilai-nilai untuk Distribusi t .. Error! Bookmark not defined. 

 

file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797036
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797037
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797038
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797039
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797040
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797041
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797041
file:///D:/SKRIPSI%20ZAHRO/Z%20(SKRIPSI)/SKRIPSI%20Zahro%20Fiqia%20Rizki%20Full%20(REVISI)%20(Autosaved).docx%23_Toc49797042

